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STRATEGI KOMUNIKASI PUBLIC RELATIONS THE
PAPANDAYAN HOTEL DALAM MEMPERTAHANKAN
REPUTASI PERUSAHAAN
(STUDI KASUS XPERIUM REP UP)

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
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