
 

iii 
 

ONLINE REVIEW BY CUSTOMER OF HOTELS IN 

BULELENG REGENCY: AN ANALYSIS OF 

CUSTOMER SATISFACTION BASED ON 

APPRAISAL THEORY 
 

 

SKRIPSI 

 

Diajukan kepada 

Universitas Pendidikan Ganesha 

Untuk Memenuhi Salah Satu Persyaratan dalam Menyelesaikan 

Program Sarjana Terapan Linguistik 

 

 

Oleh 

Gede Widi Mahayana 

2252013017 

 

 

 

JURUSAN BAHASA ASING 

FAKULTAS BAHASA DAN SENI 

UNIVERSITAS PENDIDIKAN GANESHA 

SINGARAJA 

2025 

 



 

iv 
 

 



 

v 
 

 



 

vi 
 

  



 

vii 
 

 



 

viii 
 

ACKNOWLEDGEMENT 

 

 The authors would like to express their gratitude to Almighty God because 

thanks to His grace, the author was able to complete the final assignment entitled 

"Online Review By Customer Of Hotels In Buleleng Regency: An Analysis Of 

Customer Satisfaction Based On Appraisal Theory". This final assignment was 

prepared to fulfill the requirements for achieving an applied bachelor's degree at the 

Ganesha University of Education.  

 In completing this final assignment, the author received a lot of help, both 

moral and material, from various parties. For this reason, on this occasion, the 

author would like to thank: 

1. Prof. Dr. I Wayan Lasmawan, M.Pd., as the Chancellor of Ganesha 

University of Education who has given me the opportunity to take part in 

education in the English for Business and Professional Communication 

Study Program, Faculty of Languages and Arts. 

2. Drs. I Gede Nurjaya, M.Pd., Dean of the Faculty of Languages and Arts for 

the motivation and facilities provided so that the author can complete the 

study according to plan. 

3. Dr. Ni Putu Era Marsakawati, S.Pd., M.Pd., as the Head of the Foreign 

Language Department for guidance, direction and instructions to the author 

in completing this thesis. 

4. Made Aryawan Adijaya, S.Pd., M.Pd., as the Coordinator of the English for 

Business and Professional Communication Study Program for guidance, 

direction and instructions to the author in completing this thesis. 

5. Dr. I Made Suta Paramarta, S.Pd., M.Hum., as Academic Supervisor for the 

motivation given in completing this thesis. 

6. Prof. Dr. Ni Luh Putu Sri Adnyani, S.Pd., M.Hum., as the main supervisor 

who with full attention and patience provided direction, guidance, 

motivation and guidance to the author in completing this thesis. 

7. Dr. Made Dharma Susena Suyasa, S.S., M.Hum., as the second supervisor 

who always took the time to provide guidance, direction and guidance to the 

author in completing this thesis. 



 

ix 
 

8. I Ketut Armawan, S.Pd., M.Pd., as the first reviewer who has provided a lot 

of guidance, advice and motivation to the author during the completion of 

this thesis. 

9. Rima Andriani Sari, S.Pd., M.Hum., as the second reviewer who has 

provided a lot of advice, motivation and guidance to the author during the 

completion of this thesis. 

10. Lecturers and staff in the English for Business and Professional 

Communication Study Program who always guide and educate the author 

while studying at the English for Business and Professional Communication 

Study Program, Ganesha University of Education. 

11. Both parents, Mr. Wayan Sucipta Karya and Mrs. Made Suratnadi who 

always pray for the good of their children, always give affection, love, 

support and motivation. It is a source of pride to have parents who support 

their children to achieve their dreams. Thank you for what has been given 

to the author that cannot be compared and replaced with anything forever. 

12. Grandma Luh Cening Karini Thank you for all the prayers and support so 

that the author can be at this point. Thank you for always teaching the author 

to live with patience and gratitude. Always be healthy and live longer, must 

always be there in every journey and achievement of the author's life. 

13. To my beloved brother Made Bayu Adnyana, thank you for giving color and 

enthusiasm in the preparation of this thesis until completion. 

14. The extended family in Patemon and Tangkid, thank you for all the support 

and love given to the author. Thank you for the prayers, assistance and 

motivation given to the author so that the author is enthusiastic to continue 

trying to be the best. 

15. The beloved person whose presence is no less important, I Gusti Ayu 

Wulandari. Thank you for always and a lot of support regarding this thesis 

until the author can complete it without your support, the author can't do 

anything. Love you my love Gusti Ayu Wulandari 

16. Friends whom the author met in college (Yoga, Yogi and Anya) who always 

accompanied the researcher from the beginning of the lecture to the end of 



 

x 
 

this lecture. Thank you for struggling together, jokes and support that made 

the researcher strong during the lecture. Always be successful, friends. 

17. The author's other friends "Kipak Boys and Lengeh Geng". Thank you for 

supporting, giving prayers and encouragement to the author in completing 

this thesis. 

18. Lastly, to myself, Gede Widi Mahayana. Thank you for continuing to try 

and not giving up, and always enjoying every process that can be said to be 

not easy. Thank you for being responsible for completing what has been 

started. Thank you for persisting. 

 The author fully realizes that what is presented in this thesis is still far from 

perfect due to the limitations of the author's abilities. Therefore, for the sake of the 

perfection of this thesis, the author expects constructive criticism and suggestions 

from various parties. The author hopes that this thesis can provide benefits for those 

who read it. 

 

Singaraja, 27 April 2025 

 

Gede Widi Mahayana 

NIM. 2252013017 

  



 

xi 
 

LIST OF CONTENTS 

ACKNOWLEDGEMENT ................................................................................. viii 

LIST OF CONTENTS ......................................................................................... xi 

LIST OF TABLES ............................................................................................. xiv 

LIST OF FIGURES ............................................................................................ xv 

CHAPTER I INTRODUCTION .......................................................................... 1 

1.1 Research Background.............................................................................. 1 

1.2 Identification of the Problems ................................................................. 3 

1.3 Research Questions ................................................................................. 4 

1.4 Research Objectives ................................................................................ 4 

1.5 Research Significances............................................................................ 4 

1.6 Scope of the Research ............................................................................. 5 

1.7 Definition of Key Terms ......................................................................... 5 

CHAPTER II REVIEW OF RELATED LITERATURE ................................. 6 

2.1 THEORETICAL REVIEW ..................................................................... 6 

2.1.1 Customer Satisfaction ......................................................................... 6 

2.1.2 Online Reviews ................................................................................. 10 

2.1.3 Appraisal Language Theory .............................................................. 12 

2.1.4 Sentiment Analysis ........................................................................... 17 

2.1.5 Hotel Industry/Hospitality industry .................................................. 19 

2.2 EMPIRICAL REVIEW ......................................................................... 20 

CHAPTER III RESEARCH METHOD ........................................................... 24 

3.1 Design of the Study ............................................................................... 24 

3.2 Source of Data ....................................................................................... 25 

3.3 Research Instruments ............................................................................ 26 

3.4 Data Collection Method ........................................................................ 28 

3.5 Technique of Data Analysis .................................................................. 28 

CHAPTER IV FINDINGS AND DISCUSSION .............................................. 31 

4.1 Finding ......................................................................................................... 31 

4.1.1 Language Used by Customers in Online Reviews in Expressing 

Satisfaction, particularly in the Attitude aspect ............................................. 32 



 

xii 
 

4.1.2 Factors Influencing Customer Satisfaction and the Most Prominent 

Aspects Highlighted in Online Reviews of Hotel Services in Buleleng 

Regency ......................................................................................................... 47 

4.2 Discussion ............................................................................................. 55 

4.2.1 Language Expressions Used by Customers to Express Satisfaction . 55 

4.2.2 The Factors and the Most Aspects Affecting Hotel Customer 

Satisfaction..................................................................................................... 56 

CHAPTER V CONCLUSION AND SUGGESTIONS .................................... 60 

5.1 Conclusion ................................................................................................... 60 

5.2 Suggestions .................................................................................................. 61 

BIBLIOGRAPHY ............................................................................................... 63 

 

 

  



 

xiv 
 

LIST OF TABLES 

Table 4. 1 Types of Appraisal Languange Found in Hotel Online Reviews ........ 47 



 

xv 
 

LIST OF FIGURES 

 

Figure 2. 1 Factors that affect customer satisfaction............................................... 7 

 

Figure 3. 1 Flow Diagram of Data Analysis ......................................................... 29 

 

Figure 4. 1 Factors Influencing Hotel Customers Satisfaction ............................. 48 

  


