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RADEN RORO CAROLINE SHAFIRA RAMADHITA 

 

ABSTRAKSI 

 

Penelitian ini dilatarbelakangi dengan semakin berkembangnya teknologi 

dari tahun ke tahun, seorang Public Relations dituntut untuk beradaptasi 

dengan lingkungannya. Pandemi Covid-19 membuat aktifitas yang biasa 

dilakukan secara tatap muka menjadi daring. Sebagai hotel bintang lima di 

Kota Bandung, The Papandayan Hotel konsisten mempertahankan 

reputasinya  tahun hingga mendapatkan banyak penghargaan, dan 

mendapatkan penghargaan di situasi Pandemi. Berdasarkan konsep dari 

Holtzhausen mengenai sektor makro, meso dan mikro. Jika pada salah satu 

sektor terjadi kendala, maka aspirasi akan disampaikan kepada PHRI 

(Persatuan Hotel Restaurant Indonesia). Konsep Charlie mengenai 

menghadapi ancaman reputasi secara online, The Papandayan Hotel selalu 

memantau ulasan dari para tamu dan memberikan respons yang baik 

berdasarkan Template membalas yang sudah dikategorikan jenis ulasan 

tersebut, dibuktikan melalui tindakan nyata juga. Konsep M. Broom & Sha 

juga diterapkan melalui Xperium Rep Up dari inputs (pengumpulan data dan 

menyediakan Reviews dan Guest Feedback Feed) hingga outcomes (evaluasi 

dan hasil akhir). Peneliti mendapatkan temuan bahwa dalam 

mempertahankan reputasi perusahaan, The Papandayan Hotel menggunakan 

Xperium Rep Up sebagai Online Reputation Management melalui ulasan-

ulasan yang dikumpulkan dari Online Travel Agent dan Guest Feedback Feed 

dengan nilai yang berbeda-beda dan dihitung sebagai hasil akhir berupa 

Online Reputation Score. Oleh karena itu dapat disimpulkan bahwa, reputasi 

The Papandayan Hotel mendapat ORM Score 99  per 19 Desember 2022 dari 

653 hotel di Bandung dan urutan ke-8 dalam TripAdvisor Rank. 

 

Kata kunci: public relations, reputasi, Xperium Rep Up, Online Reputation 

Management, Online Reputation Management Score 
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PUBLIC RELATIONS COMMUNICATION STRATEGY OF 

THE PAPANDAYAN HOTEL IN MAINTAINING COMPANY 

REPUTATION 

(CASE STUDY XPERIUM REP UP) 

 
 RADEN RORO CAROLINE SHAFIRA RAMADHITA 

 

ABSTRACT  

 

This research is motivated by the development of technology from year to year, a 

Public Relations is required to adapt to the environment. The Covid-19 pandemic 

has made face-to-face activities online. As a five-star hotel in the city of Bandung, 

The Papandayan Hotel has consistently maintained its reputation over the years, 

receiving many awards, and receiving awards during the Pandemic. Based on 

Holtzhausen's concept of macro, meso and micro sectors. If there are problems in 

one sector, then the aspirations will be conveyed to the PHRI (Association of 

Indonesian Hotel Restaurants). Charlie's concept of dealing with reputation threats 

online, The Papandayan Hotel always monitors reviews from guests and gives a 

good response based on the reply template that has categorized the type of review, 

proven through concrete actions as well. The concept of M. Broom & Sha is also 

implemented through Xperium Rep Up from inputs (collecting data and providing 

Reviews and Guest Feedback Feeds) to outcomes (evaluation and final results). The 

researcher found that in maintaining the company's reputation, The Papandayan 

Hotel uses Xperium Rep Up as Online Reputation Management through reviews 

collected from Online Travel Agents and Guest Feedback Feeds with different 

values and is calculated as the final result in the form of Online Reputation Score. 

Therefore it can be concluded that The Papandayan Hotel's reputation received an 

ORM Score of 99 as of 19 December 2022 out of 653 hotels in Bandung and ranked 

8th in the TripAdvisor Rank. 

Keywords: public relations, reputation, Xperium Rep Up, Online Reputation 

Management, Online Reputation Management Score 

 

 

 

 

 



 

x 
Strategi Komunikasi Public..., Raden Roro Caroline Shafira Ramadhita, UMN 

 

DAFTAR ISI 

 

 

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

HALAMAN PERNYATAAN TIDAK PLAGIAT .......................................... ii 

HALAMAN PENGESAHAN ......................................................................... iii 

HALAMAN PERSETUJUAN ........................................................................ iv 

HALAMAN PERSETUJUAN PUBLIKASI KARYA ILMIAH ..................... v 

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

ABSTRAKSI ................................................................................................ viii 

ABSTRACT ...................................................................................................... ix 

DAFTAR ISI ..................................................................................................... x 

DAFTAR GAMBAR ..................................................................................... xii 

DAFTAR TABEL ......................................................................................... xiii 

DAFTAR LAMPIRAN ................................................................................. xiv 

BAB I PENDAHULUAN ................................................................................ 1 

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

1.2 Rumusan Masalah ...................................................................................... 6 

1.3 Pertanyaan Penelitian ................................................................................. 7 

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

1.5 Kegunaan Penelitian .................................................................................. 7 

1.5.1 Kegunaan Akademis ......................................................................... 7 

1.5.2 Kegunaan Praktis .............................................................................. 8 

1.5.3 Kegunaan Sosial................................................................................ 8 

1.5.4 Keterbatasan Penelitian ..................................................................... 8 

BAB II KERANGKA PEMIKIRAN ........................................................... 10 

2.1 Penelitian Terdahulu ................................................................................ 10 

2.2 Konsep-konsep yang Digunakan ............................................................. 17 

2.3 Alur Penelitian ......................................................................................... 25 

BAB III METODOLOGI PENELITIAN ................................................... 27 

3.1 Paradigma Penelitian ............................................................................... 27 



 

xi 
Strategi Komunikasi Public..., Raden Roro Caroline Shafira Ramadhita, UMN 

 

3.2 Sifat dan Jenis Penelitian ......................................................................... 28 

3.3 Metode Penelitian .................................................................................... 28 

3.4 Narasumber/Key Person/ Informant ........................................................ 29 

3.5 Teknik Pengumpulan Data ....................................................................... 29 

3.6 Teknik Keabsahan Data ........................................................................... 30 

3.7 Teknik Analisis Data................................................................................ 30 

BAB IV HASIL PENELITIAN DAN PEMBAHASAN............................. 32 

4.1 Subjek Penelitian/Objek Penelitian.......................................................... 32 

4.2 Hasil Penelitian ........................................................................................ 35 

4.3 Pembahasan.............................................................................................. 50 

BAB V SIMPULAN DAN SARAN .............................................................. 64 

5.1 Simpulan .................................................................................................. 64 

5.2 Saran ........................................................................................................ 66 

5.2.1 Saran Akademis ............................................................................. 66 

5.2.2 Saran Praktis .................................................................................. 66 

DAFTAR PUSTAKA .................................................................................... 68 

LAMPIRAN ................................................................................................... 71 

Lampiran A ..................................................................................................... 71 

Lampiran B ..................................................................................................... 74 

Lampiran C ................................................................................................... 118 

 

 
 
 
 
 

 

 

 

 

 

 

 

 



 

xii 
Strategi Komunikasi Public..., Raden Roro Caroline Shafira Ramadhita, UMN 

 

DAFTAR GAMBAR 

 

 

Gambar 1.1 Website The Papandayan Hotel .................................................... 3 

Gambar 1.2 The Papandayan Hotel Raih Penghargaan Indonesia Leading 

Lifestyle Hotel 2021 .......................................................................................... 3 

Gambar 2.1 Pyramid of Public Relations ........................................................ 21 

Gambar 4.1 The Papandayan Hotel ................................................................ 32 

Gambar 4.2 Xperium Rep Up ......................................................................... 34 

Gambar 4.3 Feedback Feed Pada Xperium Rep Up ....................................... 35 

Gambar 4.4 Competitor ................................................................................... 41 

Gambar 4.5 Guest Feedback Feed .................................................................. 42 

Gambar 4.6 Reviews Feed .............................................................................. 43 

Gambar 4.7 Template Replying Reviews ....................................................... 44 

Gambar 4.8 Competitor Analysis .................................................................... 45 

Gambar 4.9 Guest Survey Form ..................................................................... 54 

Gambar 4.10 Competitive Overview .............................................................. 57 

Gambar 4.11 Template Reply 5-Star Review ................................................. 59 

Gambar 4.12 Template Reply Thank You ...................................................... 59 

Gambar 4.13 Template Reply Complaint ....................................................... 61  

 

 

 

 

 

 

 

 

 

 

 



 

xiii 
Strategi Komunikasi Public..., Raden Roro Caroline Shafira Ramadhita, UMN 

 

DAFTAR TABEL 

 

 

Tabel 2.1. Penelitian Terdahulu ...................................................................... 15 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

xiv 
Strategi Komunikasi Public..., Raden Roro Caroline Shafira Ramadhita, UMN 

 

DAFTAR LAMPIRAN 

 

 

Lampiran A ................................................................................................. 71 

Lampiran A.1 Formulir Konsultasi Skripsi/Tugas Akhir ...................... 72 

Lampiran B ................................................................................................. 74 

Lampiran B.1 Transkrip Wawancara Narasumber 1 dan Dokumentasi 75 

Lampiran B.2 Transkrip Wawancara Narasumber 2 dan Dokumentasi 86 

Lampiran B.3 Transkrip Wawancara Narasumber Ahli dan 

Dokumentasi .................................................................. 99 

Lampiran C ............................................................................................... 118 

Lampiran A.1 Hasil Turnitin ............................................................... 119 

 
 


