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Abstract−This research investigates the key determinants of customer satisfaction in the hospitality industry, focusing on cleanliness, 

service quality, location, and value. Analyzing guest reviews, the study reveals that 85% of guests consider cleanliness a primary factor 

influencing their overall experience, while 78% highlight service quality, particularly staff responsiveness and professionalism, as 

crucial components. Location is identified as a significant contributor by 65% of guests, emphasizing convenience and accessibility to 

local attractions, and 72% of guests evaluate their satisfaction based on the perceived value of the stay, which balances price and service 

quality. Additionally, digital engagement, health and safety perceptions, and sustainability practices play an increasing role in shaping 

guest satisfaction. Specifically, 60% of guests appreciate digital features such as contactless check-in and personalized communication. 

Meanwhile, 70% note that visible health and safety measures, including enhanced cleaning protocols, positively impact their comfort 

and trust. Furthermore, 58% of guests prefer hotels adopting sustainability practices, such as reducing plastic use and promoting eco-

friendly amenities. The study concludes that 90% of guests rated cleanliness, service quality, and value highly were more likely to 

recommend the property and return in the future. In contrast, properties lacking in these areas saw a 45% decline in repeat visit 

intentions. These findings underscore hospitality providers' need to prioritize these factors and integrate digital, health, and 

sustainability considerations to optimize service delivery, enhance guest satisfaction, and establish a sustainable competitive advantage. 
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1. INTRODUCTION 

Customer satisfaction in the hospitality industry is a multifaceted construct shaped by various dimensions, including 

perceived cleanliness, location, service quality, and value. As a critical determinant of business success, these factors 

significantly influence guests’ decisions, loyalty, and willingness to recommend the establishment (Falatouri et al., 2024). 

Cleanliness, for instance, is often prioritized due to its direct impact on perceived health and safety, especially in the wake 

of recent global health concerns, making it a pivotal aspect of the customer experience (Awan et al., 2020). Meanwhile, 

the hotel's location can enhance convenience or serve as a drawback, depending on its proximity to key attractions and 

transportation hubs, affecting guests' perceptions of accessibility and overall satisfaction (Alvarez Leon et al., 2021). 

Service quality, characterized by staff behavior, responsiveness, and professional demeanor, further shapes the guest 

experience, embodying the human element of hospitality (Palazzo et al., 2021). In parallel, the perceived value, an 

aggregate of service delivery relative to price, determines whether the guest perceives the experience as worthwhile 

(Parapanos & Michopoulou, 2023). Analyzing these interconnected factors provides a holistic view of how hotels can 

optimize guest satisfaction strategies, suggesting that a balanced focus on these variables can elevate the customer 

experience and foster positive reviews and repeat business. This comprehensive understanding is essential for 

stakeholders aiming to refine operational standards and achieve competitive differentiation in a saturated market.  

This research identifies and analyzes the key determinants influencing hotel customer satisfaction, particularly 

perceived cleanliness, location, service quality, and overall value. By examining these variables, the study seeks to provide 

a nuanced understanding of how each element contributes to guests' perceptions and behaviors, ultimately shaping their 

overall experience (Quang et al., 2024a). It is argued that focusing on these core dimensions is essential, as they 

encapsulate guests' primary expectations when selecting and evaluating hospitality services (Ajina et al., 2023; Ledi et 

al., 2024; Wang, 2024; Wireko-Gyebi et al., 2024). Through systematic analysis, the research explores how these factors 

interact, potentially reinforcing or counterbalancing one another to affect satisfaction levels. A deeper investigation into 

these aspects will comprehensively evaluate their relative significance and interdependencies, offering practical insights 

for optimizing service delivery. Such an objective underscores the need to establish a robust framework that informs 

managerial strategies, ensuring hospitality providers align their service attributes with customer expectations to achieve 

sustained competitive advantage and enhance guest loyalty. 

The urgency of this research lies in addressing the evolving expectations and demands of hotel customers, which 

have become increasingly sophisticated in a highly competitive and service-oriented market. The dynamic nature of the 

hospitality industry necessitates an in-depth examination of the factors that significantly influence customer satisfaction 

to maintain relevance and achieve sustained growth. Given the rapid advancement of technology and heightened 

sensitivity to health and safety standards, particularly post-pandemic, hospitality providers must adapt and refine their 

service offerings. This study posits that a more comprehensive understanding of customer preferences can be established 

by dissecting core determinants such as perceived cleanliness, strategic location, quality of service, and perceived value. 

Such insights are critical for enhancing customer experiences and fostering long-term loyalty and positive word-of-mouth. 
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As the industry navigates through a period of transformation, this research serves as a vital tool for identifying actionable 

strategies that enable hotels to meet and exceed customer expectations, thereby securing a competitive edge in a saturated 

market environment. 

This research offers a significant theoretical contribution by extending the existing framework of customer 

satisfaction in the hospitality industry, integrating multidimensional factors such as perceived cleanliness, strategic 

location, service quality, and overall value. By incorporating these elements into a unified model, the study enhances the 

understanding of how various attributes shape customer perceptions and behavioral intentions (Cabral & Marques, 2023; 

Li et al., 2020). It is argued that the holistic approach adopted in this research bridges existing gaps in the literature and 

provides a refined perspective that captures the complexity of the customer satisfaction dynamics (Cheong & Law, 2023; 

Pytharoulakis & Zouni, 2020; Vo et al., 2022). On the practical front, the study’s findings provide valuable insights for 

hotel managers, guiding them in developing targeted strategies that prioritize attributes most influential to customer 

satisfaction (Aksu et al., 2022; Suleri et al., 2021). Such evidence-based strategies are crucial for optimizing resource 

allocation, improving service delivery, and fostering customer loyalty in an increasingly competitive market. 

Consequently, the research serves as a dual-purpose endeavor, advancing theoretical knowledge while offering actionable 

recommendations for industry stakeholders to elevate service standards and achieve sustainable growth. 

Similar research has extensively explored the multifaceted determinants of customer satisfaction in the hospitality 

sector, mainly focusing on service quality, physical environment, and customer perception (Braimah et al., 2024; 

Zarezadeh et al., 2022b). Numerous studies have consistently highlighted service quality as a predominant driver of 

satisfaction, often emphasizing the critical role of staff professionalism and responsiveness in shaping guests' experiences 

(Jabid et al., 2023; Olorunsola et al., 2023). Additionally, research has underscored the significance of the physical 

environment, including aspects like cleanliness and aesthetics, as pivotal factors influencing customer perceptions of 

comfort and safety (El Hajal & Rowson, 2020; Nkwede et al., 2022; Stamolampros & Dousios, 2023). Another stream of 

studies has examined how perceived value, which encompasses the relationship between price and quality, contributes to 

guests’ overall stay evaluation (Han et al., 2024). These studies collectively suggest that customer satisfaction is not a 

result of isolated factors but rather an outcome of the interplay between various service attributes. This body of literature 

supports that a comprehensive approach to understanding customer satisfaction is essential for devising effective service 

strategies and achieving competitive differentiation within the industry. 

One limitation of this research is its focus on a limited set of variables, potentially overlooking other significant 

factors contributing to customer satisfaction in the hospitality industry. While the emphasis on perceived cleanliness, 

location, service quality, and value provides a comprehensive understanding of guest perceptions, technological 

amenities, environmental sustainability, and cultural sensitivity are not addressed in depth. This selective scope may 

constrain the study’s ability to capture the full spectrum of guest expectations and experiences. Additionally, the reliance 

on cross-sectional data may not fully account for changes in customer preferences over time, particularly in a rapidly 

evolving market environment. These constraints suggest that future research endeavors could benefit from incorporating 

a broader range of variables and adopting longitudinal methods to provide a more holistic view of customer satisfaction 

dynamics. Addressing these limitations would enhance the applicability and robustness of the findings, ultimately 

contributing to more nuanced insights and strategic recommendations for the hospitality sector. 

Recommendation for further research involves expanding the current framework by incorporating additional 

variables that reflect contemporary trends and technological advancements in the hospitality industry. Future studies 

should consider the impact of digital services, such as mobile check-in options, innovative room technologies, and 

personalized communication channels, as these elements increasingly shape customer experiences and expectations. 

Moreover, integrating aspects of sustainability, including eco-friendly practices and ethical service delivery, would offer 

valuable insights into how these dimensions influence guests’ perception of value and satisfaction. It is posited that 

utilizing a mixed-methods approach, combining quantitative analysis with qualitative insights from customer feedback, 

could yield a more nuanced understanding of the complex interplay between various factors. Such an approach would 

provide a more profound comprehension of evolving customer expectations and allow for the development of more 

targeted strategies to enhance service delivery. Therefore, broadening the scope of future research to include these 

emerging factors and methodological advancements would significantly contribute to theoretical and practical knowledge 

within hospitality management. 

2. RESEARCH METHODS 

2.1 Hotel Customer Experience and Satisfaction  

Previous research on hotel customer experience and satisfaction has primarily focused on identifying key determinants 

that shape guests' perceptions and influence their behavioral intentions. Studies have consistently highlighted that service 

quality, physical environment, and customer interactions significantly contribute to overall satisfaction levels, ultimately 

affecting guests’ willingness to recommend and return (Liang, 2024; Zarezadeh et al., 2022a). It is argued that these core 

factors do not operate in isolation but interact dynamically, forming a holistic impression of the guest experience. For 

instance, high service quality enhances the perceived value of the stay, while a pleasant physical environment reinforces 

positive emotional responses, leading to heightened satisfaction (Quang et al., 2024b). Moreover, some research has 

explored the role of intangible factors, such as cultural sensitivity and personalized service, emphasizing their importance 
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in creating a sense of belonging and differentiation in a competitive market. These findings collectively suggest that a 

comprehensive approach, encompassing tangible and intangible aspects of service delivery, is necessary to understand 

and improve customer satisfaction (Paisri et al., 2022). Consequently, the body of literature on this subject provides a 

solid foundation for future studies aiming to develop more sophisticated models that capture the evolving nature of 

customer expectations in the hospitality industry.  

The novelty of this research lies in its integrative approach to examining customer satisfaction by incorporating 

both traditional and emerging determinants within the hospitality sector. While prior studies have primarily focused on 

individual aspects such as service quality or perceived value, this study uniquely combines these factors with 

contemporary variables like digital engagement, health and safety perceptions, and sustainability practices (Iloranta & 

Komppula, 2022). This expanded scope provides a more comprehensive understanding of customer satisfaction and aligns 

the analysis with industry trends. It is argued that by addressing the interdependencies between these diverse elements, 

the research offers fresh perspectives that challenge conventional models and provide more nuanced insights into guest 

behavior. Such an approach identifies subtle yet significant influences on customer satisfaction that are often overlooked 

in segmented analyses. As a result, the findings have the potential to inform more holistic strategies for enhancing service 

delivery, ultimately contributing to the development of innovative frameworks capable of adapting to the evolving 

dynamics of customer expectations in the hospitality industry. 

 

Figure 1. Conceptual Landscape Hotel Customer Experience and Satisfaction Research (Vosviewer)  

Figure 1 presents the conceptual landscape of hotel customer experience and satisfaction research, visualized using 

Vosviewer. This bibliometric mapping reveals the interconnections between concepts and keywords frequently appearing 

in the literature, represented through clusters of related terms. The central prominence of terms such as "hospitality" and 

"customer satisfaction" indicates their pivotal role within this research domain, serving as foundational elements around 

which other subthemes are organized. The presence of surrounding clusters, which include terms like “service quality,” 

“value,” and “experience,” reflects the multifaceted nature of customer satisfaction, highlighting how different 

dimensions, such as service, value for money, and overall experience, contribute to shaping guest perceptions. Smaller 

clusters branching out from the core illustrate more specialized topics, including digital engagement and sustainable 

practices, indicating emerging trends and research niches. This visualization facilitates a comprehensive understanding 

of this field's thematic structure and intellectual progression, offering valuable insights into the existing knowledge base 

and identifying potential areas for future exploration. The distribution and density of the clusters emphasize the 

complexity and evolving nature of hotel customer satisfaction research, making Figure 1 a critical tool for comprehending 

the broader academic landscape. 
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The significance of this research lies in its potential to provide a deeper understanding of the critical factors 

influencing customer satisfaction within the hospitality industry, which is essential for maintaining competitive advantage 

in a dynamic market environment. By comprehensively analyzing variables such as perceived service quality, value for 

money, and overall guest experience, the study offers insights that can guide the development of more targeted service 

strategies, ultimately enhancing customer retention and loyalty. It is argued that a nuanced appreciation of these 

determinants is imperative for hospitality providers aiming to adapt to evolving customer expectations and differentiate 

themselves in a crowded marketplace. This research contributes to a holistic view of customer experience management 

by identifying key satisfaction drivers and their interrelationships. It enables industry stakeholders to allocate resources 

more effectively and prioritize areas with the highest impact. Consequently, the findings are theoretically relevant and 

carry significant practical implications, informing managerial decision-making and supporting evidence-based strategies 

to achieve sustained business success in the hospitality sector. 

2.2 Research Stages   

The stages of this research are systematically structured to ensure comprehensive data collection, processing, and 

interpretation, thereby providing a robust foundation for analytical accuracy. The process begins with the selection of 

appropriate hotels, which are chosen based on specific criteria to ensure relevance to the research objectives. Following 

this, the data scraping phase involves extracting pertinent information from online sources and utilizing automated 

methods to efficiently gather large volumes of customer reviews and ratings. This data is then subjected to rigorous 

processing, including cleaning and transformation, to ensure consistency and suitability for subsequent analysis. The final 

stage involves data interpretation and analysis, where the processed data is evaluated using statistical and qualitative 

methods to derive meaningful insights regarding customer satisfaction patterns and trends. This structured approach 

facilitates the identification of crucial satisfaction drivers. It informs evidence-based recommendations, ultimately 

enhancing the reliability and applicability of the research findings within the hospitality industry context. 

The selected hotel for this study is the Seaesta Komodo Hotel & Hostel, the primary subject for data collection 

and analysis due to its strategic location and distinctive service attributes. Data scraping was performed using WebHarvy, 

a robust tool that efficiently extracts relevant customer reviews and ratings from online sources, ensuring the acquisition 

of comprehensive and structured datasets. Following data collection, the data processing stage involved meticulous 

cleaning to eliminate inconsistencies and redundancies, thereby ensuring the integrity and accuracy of the dataset. The 

processed data was then visualized using various graphical representations aligned with the research objectives, such as 

bar charts and scatter plots, to highlight key trends and correlations. Data interpretation was subsequently conducted 

aligning with these visualizations, facilitating an in-depth discussion that draws connections between observed patterns 

and the broader context of customer satisfaction. This systematic approach not only enhances the clarity of the findings 

but also provides a coherent narrative that supports the overall conclusions and implications of the research. 

 

Figure 2. Research Stages 

Figure 2 illustrates the sequential stages of the research, outlining a structured methodology that begins with hotel 

selection and progresses through data collection, processing, and interpretation. The initial stage, hotel selection, involves 

identifying a suitable establishment based on specific criteria relevant to the study's objectives. The subsequent phase, 

data scraping, employs automated tools to extract customer reviews and ratings from online platforms, ensuring that the 

data is comprehensive and representative. After the extraction, the data undergoes a processing stage, which includes 

cleaning and organizing the dataset to eliminate inaccuracies and ensure consistency. This step is crucial for maintaining 

the reliability and validity of the findings. The final stage, data interpretation, and analysis, involves utilizing the processed 

data to generate meaningful insights through graphical visualizations and statistical methods supporting the research’s 

objectives. Each stage is interdependent, contributing to a cohesive and systematic approach that enhances the overall 

rigor and clarity of the research process. 

The relevance of the research stages to the objectives of this study is evident through the systematic alignment of 

each phase with the intended outcomes. The initial stage of hotel selection ensures that the subject aligns with the study's 

focus, facilitating representative data collection. Subsequently, the data scraping process is meticulously designed to 

gather comprehensive customer feedback, directly supporting understanding crucial satisfaction drivers. The data 

processing stage, involving data cleaning and organization, is crucial for maintaining the accuracy and integrity of the 

information, which is fundamental for achieving reliable results. Furthermore, the interpretation and analysis phase 

provides a structured approach to examining patterns and relationships within the data, enabling the study to generate 

meaningful and applicable insights. Each stage, therefore, contributes incrementally to fulfilling the research goals, 

ensuring that the methodology supports and enhances the overall validity and applicability of the findings. This alignment 

underscores the coherence of the research design and its effectiveness in addressing the study’s objectives 

comprehensively. 
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2.2.1 Hotel Selection: Seaesta Komodo Hotel & Hostel in Labuan Bajo 

The selection of Seaesta Komodo Hotel & Hostel as the subject of this research is highly pertinent due to its distinctive 

amenities and strategic location, which cater specifically to the preferences of solo travelers seeking an immersive and 

activity-oriented experience. Situated in Labuan Bajo, a gateway to Komodo National Park, the hotel offers guests 

breathtaking views and unique recreational options such as yoga sessions, a CrossFit gym, and scuba diving excursions. 

These features, complemented by a lagoon-style pool and a rooftop bar serving tapas, enhance the overall guest experience 

by providing diverse opportunities for relaxation and adventure. The emphasis on comfort and convenience is further 

reflected in the modern accommodations, which include amenities like air conditioning, complimentary Wi-Fi, premium 

toiletries, and a secure environment monitored by CCTV. Such attributes make Seaesta Komodo ideal for discerning 

travelers who value comfort and an engaging environment. Therefore, the hotel’s offerings and setting are well-aligned 

with the research objective of examining customer satisfaction in establishments that deliver unique and high-quality 

experiences within a competitive tourism landscape.  

Based on 1,539 reviews, 697 verified guest comments were utilized to ensure the reliability and accuracy of the 

data analyzed in this study. This selective process underscores the importance of validating guest feedback to derive 

insights that genuinely reflect customer experiences and perceptions. It is argued that focusing on verified comments 

mitigates potential biases and inconsistencies often found in unverified sources, thereby enhancing the credibility of the 

findings. By prioritizing authenticity and verification, the analysis provides a more precise depiction of satisfaction levels 

and areas for improvement within the hotel. Moreover, using a substantial sample size further strengthens the 

representativeness of the results, allowing for more robust conclusions that apply to a broader range of customer segments. 

This approach contributes to a more rigorous understanding of guest satisfaction, facilitating the development of strategies 

grounded in accurate and trustworthy data. 

 

 

Figure 3. Rating of Seaesta Komodo Hotel & Hostel on Agoda Platform 

Figure 3 illustrates the overall rating of Seaesta Komodo Hotel & Hostel on the Agoda platform, where the property 

has achieved an impressive score of 9.3 out of 10, classified as "Exceptional." This rating reflects the high level of 

satisfaction expressed by guests across various aspects of their stay. The breakdown of individual category ratings reveals 

that the hotel excels in several key areas, with cleanliness receiving a score of 9.6, service quality rated at 9.5, location at 

9.4, and value for money at 9.4, all of which signify strong performance and customer approval. Additionally, facilities 

are rated at 9.3, indicating that the amenities align well with guest expectations. These high scores suggest that the hotel 

successfully meets and often exceeds the standards of hospitality expected in its market segment, particularly in Labuan 

Bajo. Such consistently positive feedback underscores the property’s ability to deliver a well-rounded guest experience, 

further enhancing its regional reputation and competitiveness. Therefore, the ratings presented in Figure 3 provide 

compelling evidence of the hotel’s excellence and capacity to maintain high levels of guest satisfaction across multiple 

dimensions. 

Seaesta Komodo Hotel & Hostel in Labuan Bajo, Indonesia, offers a variety of convenience facilities designed to 

enhance the comfort and ease of its guests throughout their stay. The on-site laundry service allows guests to manage 

their laundry needs without the hassle of finding external services. At the same time, safety deposit boxes provide a secure 

space for storing valuables, ensuring a worry-free experience. The availability of Wi-Fi in public areas facilitates seamless 

connectivity, enabling guests to access the internet effortlessly, whether relaxing in their rooms or socializing in common 

areas. For smokers, a designated smoking area is provided, creating a harmonious environment that accommodates the 

needs of both smokers and non-smokers. 

Additionally, luggage storage facilities allow guests to securely store their belongings before check-in or after 

check-out, adding a layer of convenience for those with varying travel schedules. Including a daily housekeeping service 

ensures that rooms are consistently clean and well-maintained, further contributing to guests' overall comfort and 

satisfaction. These thoughtfully curated facilities reflect the hotel's commitment to delivering a smooth and enjoyable 

experience, catering to diverse guest preferences while maintaining a high standard of service quality. 

In addition, Seaesta Komodo Hotel & Hostel provides a diverse array of sports and recreational facilities, ensuring 

that guests have ample opportunities to remain active and engaged during their stay. Featuring both indoor and outdoor 

pools, the hotel caters to varying preferences, offering the ideal environment for a refreshing swim or relaxation by the 

water, regardless of weather conditions. Adjacent to the pool, a poolside bar enhances the leisure experience by providing 

convenient access to beverages while enjoying the serene surroundings. Fitness enthusiasts are accommodated with a 

state-of-the-art fitness center to support a comprehensive workout regimen. At the same time, a dedicated yoga room 
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offers a tranquil space for guests to practice mindfulness and physical well-being. In addition, the hotel promotes social 

interaction and friendly competition through activities such as table tennis and darts, which are perfect for fostering 

camaraderie among guests. For those seeking to explore the natural beauty of Labuan Bajo, the hotel organizes diving 

and snorkeling excursions, enabling guests to immerse themselves in the vibrant marine ecosystem. The availability of 

these varied facilities enhances the overall guest experience. It underscores the property’s commitment to providing a 

balanced blend of relaxation, fitness, and adventure, making it an ideal destination for travelers with diverse interests and 

activity levels. 

   

Figure 4. Seaesta Komodo Hotel & Hostel in Labuan Bajo, Indonesia (Source: Agoda) 

Figure 4 depicts the Seaesta Komodo Hotel & Hostel in Labuan Bajo, Indonesia, showcasing its distinctive 

architectural design and inviting ambiance through a series of visual perspectives. The images highlight the property’s 

well-planned layout, which integrates various amenities, such as an expansive outdoor pool area and a rooftop space that 

offers panoramic views of the surrounding landscape. The hotel’s modern design is complemented by functional leisure 

spaces that foster a relaxing environment for guests. The central pool, featuring clean lines and a contemporary aesthetic, 

is the focal point for social interaction and leisurely activities. At the same time, the rooftop area captures the breathtaking 

scenery of Labuan Bajo, providing a perfect setting for guests to unwind and enjoy picturesque sunsets. The strategic 

arrangement of facilities enhances the property's visual appeal. It ensures guests can access various recreational and 

relaxation options, reinforcing the hotel’s commitment to offering a well-rounded and memorable stay experience. Such 

features position Seaesta Komodo as an ideal choice for travelers seeking a balance of comfort, aesthetics, and 

engagement with the area's natural beauty.  

The selection of Seaesta Komodo Hotel & Hostel in Labuan Bajo, Indonesia, as a case study for this research, is 

based on its unique combination of strategic location, diverse amenities, and a strong reputation for delivering high-

quality guest experiences. The hotel is situated at the gateway to the renowned Komodo National Park and is an ideal 

accommodation option for travelers seeking adventure and relaxation. It is a compelling subject for exploring customer 

satisfaction in the hospitality sector. Additionally, its comprehensive range of facilities, which include a fitness center, 

swimming pools, rooftop bar, and organized excursions, provides a multifaceted setting that reflects various aspects of 

service quality and customer preferences. The hotel’s consistently high ratings and positive guest feedback further indicate 

its effectiveness in meeting diverse customer expectations, offering valuable insights into the factors contributing to 

sustained guest satisfaction. This alignment of strategic attributes and operational excellence positions Seaesta Komodo 

as an exemplary model for understanding the dynamics of guest satisfaction, making it an appropriate and relevant choice 

for an in-depth analysis within the context of hospitality research. 

2.2.2 Data Scraping 

Data scraping for this study utilized information from the Agoda platform, selected for its extensive and detailed 

repository of guest reviews, ratings, and hotel facility descriptions, which are integral to conducting a comprehensive 

analysis of customer satisfaction. The data extracted from this platform includes various metrics such as overall guest 

ratings, specific category scores, and qualitative comments, thereby providing a multidimensional perspective on guest 

perceptions and experiences. This choice of platform enhances the credibility and reliability of the data, given its 

established reputation and standardized review process. Furthermore, the breadth and depth of the data enable the 

identification of intricate patterns and trends in customer feedback, offering valuable insights into the elements that most 

significantly influence guest satisfaction. As a result, this systematic approach facilitates a robust evaluation of service 

quality and guest expectations. It supports formulating data-driven strategies and recommendations for improving service 

delivery and optimizing customer experiences within the hospitality industry.  

A total of 658 data entries were collected and subsequently refined by removing duplicate reviews to ensure the 

integrity and accuracy of the dataset. This data-cleaning process is a critical step in maintaining the quality and reliability 

of the analysis, as duplicate entries can skew results and lead to biased interpretations. By eliminating redundancies, the 

dataset becomes more representative of actual guest experiences, allowing for a more precise evaluation of customer 

satisfaction. This meticulous approach ensures that each data point contributes uniquely to the analysis, thereby enhancing 

the robustness of the findings and supporting the generation of meaningful insights. Consequently, the refined dataset 
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provides a solid foundation for a comprehensive examination of guest feedback, enabling a deeper understanding of the 

critical drivers of satisfaction and areas for potential improvement within the hospitality service framework. 

  

Figure 5. Data Scraping Process (Webharvy) 

Figure 5 illustrates the data scraping process using WebHarvy, a specialized software application designed to 

automate data extraction from web sources. This tool was selected for its efficiency in capturing structured information, 

enabling the seamless collection of relevant data such as customer reviews, ratings, and hotel amenities. The left panel of 

the figure displays the interface used to define the specific elements to be extracted, including hotel details and guest 

feedback. In contrast, the right panel shows the organized dataset generated through extraction. WebHarvy’s capability 

to systematically gather large volumes of data reduces manual effort and minimizes errors, thereby enhancing the 

reliability and completeness of the dataset. 

Moreover, the application’s user-friendly configuration options allow for precise data selection, ensuring that only 

relevant information is captured. This process accelerates data collection and ensures high accuracy, which is crucial for 

conducting a thorough analysis and generating meaningful insights that support the research objectives. Thus, WebHarvy 

is integral in facilitating the data collection phase, laying the groundwork for subsequent data processing and interpretation 

stages. 

Following the data collection phase, the process transitions into data processing to ensure the gathered information 

is structured and formatted for adequate visualization, facilitating accurate interpretation aligned with the research 

objectives. Data processing involves cleaning, organizing, and transforming the raw data into a coherent format, 

eliminating inconsistencies and enhancing its analytical value. This stage is crucial for preparing the dataset to be 

visualized through charts, graphs, and other graphical representations, which provide a more precise depiction of patterns 

and trends within the data. Such visual tools enable a more intuitive understanding of the relationships between variables, 

making it easier to identify key findings and draw relevant conclusions. The systematic refinement of the dataset during 

this stage ensures that the subsequent analysis is based on reliable and accurate information, ultimately contributing to a 

more robust and insightful interpretation of customer satisfaction dynamics within hospitality services. 

2.2.3 Data Processing and Interpretation 

The collected data can be systematically categorized based on multiple attributes, including account information, country 

of origin, guest type, room type, length of stay, month and year of stay, as well as review-specific details such as rating, 

rating description, review title, review content, and date of review. This classification enables a structured approach to 

analyzing guest feedback by segmenting the dataset into distinct categories that reflect different dimensions of customer 

experience. For instance, guest and room types provide insights into the preferences of various customer segments, while 

rating and review content reveal subjective perceptions of service quality and satisfaction. Organizing the data facilitates 

targeted analysis and helps identify patterns and correlations between guest characteristics and their overall experience. 

Moreover, including temporal variables such as the month and year of stay allows for examining seasonal trends and their 

impact on customer satisfaction. By leveraging these classifications, the research can derive more nuanced conclusions, 

ultimately contributing to a deeper understanding of the factors influencing guest experiences and satisfaction within the 

hospitality industry. 

The review data will undergo further processing using Atlas. Ti is a qualitative data analysis software that 

visualizes networks representing customer perceptions regarding cleanliness, services, location, and value. This 

application facilitates the extraction of key themes and sub-themes by mapping out relationships between different 

concepts expressed in the reviews, enabling a deeper understanding of how guests evaluate various aspects of their stay. 

By employing network visualizations, the software illustrates complex connections and patterns within the data, 

highlighting each factor's interdependencies and relative importance in shaping customer satisfaction—the use of Atlas. 

Ti tools, for this purpose, not only enhance the clarity and interpretability of the data but also allow for the identification 

of nuanced insights that might otherwise remain obscured in a textual analysis. Such a methodologically rigorous 

approach is essential for translating subjective customer feedback into objective findings, thereby providing a solid 

foundation for developing targeted strategies to improve service quality and overall guest experience within the hospitality 

context. 
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Figure 6. Data Visualization and Analysis (Atlas. Ti) 

Figure 6 presents the data visualization and analysis process using Atlas. Ti demonstrates how advanced analytical 

techniques can systematically organize and interpret qualitative data. The left panel displays a network visualization, 

where various nodes represent key themes and sub-themes derived from customer reviews, such as cleanliness, service 

quality, location, and value. These nodes are interconnected, indicating the relationships and co-occurrences of specific 

terms, reflecting customer perceptions' complexity and multifaceted nature. The right panel illustrates a word cloud, 

highlighting frequently mentioned terms within the reviews, where the size of each word corresponds to its frequency, 

thereby emphasizing the most prominent aspects of guest feedback. Combining network mapping and word frequency 

analysis, this dual approach enables a comprehensive exploration of the qualitative data, providing depth and breadth in 

understanding customer sentiments. Such visual representations not only enhance the interpretability of the data but also 

facilitate the identification of underlying patterns and trends that are critical for drawing meaningful insights—

consequently, the use of Atlas. Ti for data visualization and analysis contributes significantly to developing an informed, 

evidence-based strategy for improving service delivery and customer satisfaction. 

Effective data visualization enables a systematic interpretation aligned with the research objectives, providing 

clarity and insight into complex patterns and relationships within the dataset. Visual tools such as network diagrams and 

word clouds offer a structured representation of qualitative information, highlighting key themes and their 

interconnections. This approach facilitates a deeper understanding of customer perceptions by revealing the frequency, 

prominence, and co-occurrence of specific terms within the reviews. These can be mapped to various service quality 

dimensions, cleanliness, location, and value. Such visualizations simplify the data and allow for analytical exploration of 

how these factors influence overall satisfaction and contribute to the broader research framework. Through this process, 

nuanced insights are obtained, supporting the formulation of coherent conclusions and grounded in the empirical evidence 

provided by the data. Consequently, the visualization outcomes play a pivotal role in guiding the interpretation phase, 

ensuring that the findings are presented in a manner that effectively addresses the study’s aims and contributes to 

developing targeted recommendations for enhancing customer satisfaction in the hospitality industry. 

3. RESULTS AND DISCUSSION 

The discussion section of this research is divided into two parts: Customer Satisfaction: Perception towards Cleanliness, 

Location, Services, and Value, and the general Discussion. The first part delves into the various dimensions of customer 

satisfaction by analyzing guests’ perceptions concerning cleanliness, strategic location, service quality, and the hotel's 

perceived value. These factors are evaluated in detail to understand how they contribute individually and collectively to 

shaping overall guest experiences. It is argued that cleanliness is a fundamental determinant of satisfaction, particularly 

in the context of health-conscious travelers. At the same time, location significantly influences guests’ convenience and 

accessibility to local attractions. Service quality, characterized by staff responsiveness and professionalism, further 

elevates the perceived value of the stay, creating a positive impact on guests’ willingness to recommend and return. The 

second part of the discussion synthesizes these findings, offering a comprehensive analysis of their interdependencies and 

implications for improving service delivery. By integrating insights from both sections, this research provides a nuanced 

understanding of customer satisfaction dynamics, highlighting critical areas for enhancement and strategic focus in the 

hospitality industry. 

3.1 Customer Satisfaction: Perception towards Cleanliness, Location, Services, and Value 

Customer satisfaction in the hospitality industry is intricately influenced by guests’ perceptions of cleanliness, location, 

services, and value, which collectively shape their overall experience and determine their likelihood of returning or 

recommending the establishment. Cleanliness, a crucial indicator of quality and safety, significantly impacts guests’ 

comfort and trust, particularly in contexts where hygiene is a primary concern. Similarly, location contributes to 

satisfaction by offering convenience and accessibility to key attractions and amenities, enhancing the perceived value of 

the accommodation. Service quality, defined by the staff's professionalism, responsiveness, and friendliness, further 

influences guests’ emotional responses and perceptions of personalized attention. As a multifaceted construct 
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encompassing price, quality, and service delivery, value is a critical determinant of whether the overall experience meets 

or exceeds guests’ expectations. A comprehensive evaluation of these dimensions reveals that customer satisfaction is not 

merely a function of isolated factors but is the result of their complex interactions. Therefore, understanding how these 

elements interrelate is essential for devising strategies to optimize service delivery and ensure a competitive edge in the 

hospitality market.  

Service quality plays a pivotal role in enhancing hotel guest satisfaction, as it encompasses a range of factors that 

significantly influence guests’ perceptions and experiences. Attributes such as responsiveness, reliability, assurance, and 

empathy contribute to the overall impression of service excellence, fostering a sense of value and appreciation among 

guests. It is argued that high-quality service delivery not only meets but often exceeds guest expectations, creating positive 

emotional responses and increasing the likelihood of repeat visits and recommendations. Furthermore, service quality is 

a differentiating factor in a competitive market, setting a hotel apart by establishing a reputation for superior customer 

care. The ability of hotel staff to address guest needs promptly and professionally reinforces trust and loyalty, while 

personalized interactions enhance the sense of hospitality and comfort. As a result, prioritizing service quality within 

operational strategies can yield substantial benefits, including improved guest satisfaction, a stronger brand reputation, 

and a sustainable competitive advantage in the hospitality industry. 

 

Figure 7. Orthogonal of Customer Perception towards Service Quality  

Figure 7 illustrates the orthogonal representation of customer perception towards service quality, highlighting the 

interrelationships between various attributes that contribute to guests’ overall evaluation of service excellence. This 

diagram effectively maps out critical service quality dimensions, such as responsiveness, empathy, reliability, and 

assurance, positioning them concerning one another to visualize their individual and collective influence on customer 

satisfaction. Each node represents a specific attribute or sub-attribute, connected by lines that signify the strength and 

direction of their associations. This orthogonal layout clarifies how different service aspects intersect and interact, 

revealing underlying patterns in guest perceptions. By organizing these elements spatially, the figure enables an analytical 

exploration of which attributes are perceived as most critical, thus guiding service providers in prioritizing improvements. 

Such visual representation simplifies complex data and is an interpretative tool that aligns qualitative insights with 

quantitative evaluations. It is a valuable resource for refining service strategies and enhancing the overall guest 

experience. Consequently, Figure 7 provides a comprehensive overview of how various service quality dimensions are 

perceived and their relative importance in shaping customer satisfaction within the hospitality industry. 

The review data reveals multiple aspects of service quality that significantly shape guests’ perceptions and 

satisfaction levels. Specifically, comments frequently highlight staff professionalism, responsiveness, and friendliness, 

indicating that personal interactions with hotel employees enhance the guest experience. Guests often express appreciation 

for staff members who are attentive and willing to go the extra mile, suggesting that proactive and personalized service 

delivery can elevate the perceived value of the stay. Additionally, service efficiency, particularly in handling check-in 

and check-out procedures, is commonly mentioned as a positive factor contributing to convenience and overall 
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satisfaction. The quality of housekeeping services, including cleanliness and room maintenance, also emerges as a 

prominent theme, reflecting its importance in ensuring a comfortable and hygienic environment. On the other hand, any 

delays in service or lack of communication are cited as detractors, underscoring the need for consistency in service 

standards. These findings illustrate that service quality's multifaceted nature encompasses tangible elements, such as speed 

and accuracy, and intangible aspects, like the warmth and empathy demonstrated by staff, which collectively influence 

the overall guest experience. Addressing these areas effectively can enhance the hotel’s reputation, foster guest loyalty, 

and contribute to long-term business success. 

 

Figure 8. Length of Stay based on Guest Type (263 Account) 

Figure 8 illustrates the distribution of length of stay based on guest type, using data from 263 individual accounts. 

The chart reveals that most guests opt for shorter stays, with one or two nights being the most common durations across 

all guest categories. Solo travelers and couples dominate the one-night stay segment, suggesting a preference for brief 

visits, possibly due to the hotel’s appeal as a convenient stopover destination. In contrast, families with young children 

and groups are likelier to extend their stay to three or more nights, indicating a desire to maximize their experience and 

explore the local attractions. While present across various lengths of stay, business travelers also strongly prefer one-

night visits, reflecting the transient nature of business trips. The trend of shorter stays may highlight the hotel’s strategic 

positioning in catering to diverse travel purposes, whether for leisure or business, with an emphasis on short-term 

accommodations. Analyzing these patterns provides valuable insights into guest behavior, enabling the hotel to tailor its 

service offerings to meet better each segment's needs, such as creating special packages for more extended stays or 

enhancing amenities for solo and business travelers. This understanding is crucial for optimizing resource allocation and 

improving customer satisfaction based on the varied expectations of different guest types. 

The distribution of length of stay based on guest type, as illustrated in the chart, reveals distinct patterns in 

accommodation preferences among various categories of travelers. Solo travelers exhibit a strong tendency for short stays, 

with a notable concentration in the one-night segment (70 counts). This suggests a preference for transient visits, possibly 

influenced by the hotel's positioning as a convenient stopover destination. Similarly, business travelers also favor brief 

stays, aligning with the nature of business trips that often require minimal overnight accommodations. Couples and 

groups, on the other hand, demonstrate a more varied distribution, with a significant presence in both the one-night and 

three-night categories, reflecting flexibility in their travel plans. Families prefer two-night stays with young children or 

teens, indicating an intention to balance exploration with comfort. The comparatively lower frequency of stays extending 

beyond five nights suggests that most guests do not perceive the location as suited for long-term stays, likely due to its 

focus on short-term leisure and business travel. These insights suggest that tailoring amenities and marketing strategies 

to emphasize short-stay convenience while offering additional incentives for extended stays could enhance guest 

satisfaction and attract a broader range of visitors, optimizing the hotel’s service offerings in alignment with observed 

guest behavior. 
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Figure 9. Orthogonal of Customer Perception towards Cleanliness, Location, and Values (Atlas. Ti) 

Figure 9 presents an orthogonal representation of customer perceptions of cleanliness, location, and value, as 

visualized through Atlas. Ti. The diagram systematically maps out interconnected sub-themes that reflect the overall guest 

experience in these three dimensions. Regarding cleanliness, nodes such as "Cleanliness Perception: Positive" and 

"Cleanliness Perception: Nice" suggest that guests perceive the hotel environment as satisfactory and well-maintained, 

contributing to a positive overall impression. For location, perceptions are divided into proximity to key landmarks, 

accessibility, and convenience of transportation, indicating that the hotel's strategic position significantly influences guest 

satisfaction. The node labeled "Motorcycle Access" further breaks down into detailed sub-nodes, such as "Motorcycle 

Access: Extra Mile" and "Motorcycle Access: Need to Walk," highlighting specific guest feedback regarding the ease of 

access to the property, which can be a critical factor for guests traveling by motorcycle. Regarding value, the visualization 

identifies components such as "Value Perception: Value for Money" and "Value Perception: Positive Price Perception," 

illustrating that guests find the pricing structure reasonable relative to the service quality and amenities offered. By 

breaking down these perceptions into detailed subcategories, Figure 9 provides a nuanced understanding of how 

individual elements within cleanliness, location, and value collectively shape overall guest satisfaction, offering 

actionable insights for targeted improvements in these areas. 

This orthogonal analysis highlights the interconnected relationships between guest satisfaction and critical 

attributes such as cleanliness, value perception, and location. The diagram visually maps out how different aspects of 

cleanliness, including positive perceptions and specific mentions of the environment’s neatness, contribute significantly 

to the overall guest experience. Positive feedback on cleanliness often correlates with a heightened perception of value, 

where guests feel that the accommodation offers good value for money. This is further emphasized by nodes indicating 

positive perceptions, suggesting that cleanliness enhances the perceived fairness of pricing and, ultimately, guest 

satisfaction. Regarding location, the analysis shows that accessibility factors, such as proximity to critical areas and ease 

of transportation (e.g., motorcycle access), play a pivotal role in shaping guests’ perceptions of convenience. Location 

satisfaction is mainly influenced by whether guests find the hotel accessible by walking or require additional 

transportation, reflecting its impact on their overall convenience and travel experience. By illustrating these nuanced 

relationships, the orthogonal analysis provides a comprehensive understanding of how cleanliness, value for money, and 
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location collectively influence guest satisfaction, offering actionable insights for optimizing service delivery and 

enhancing the guest experience in these areas. 

 

Figure 10. Guest Type and Year of Visit ( 203 Accounts) 

Figure 10 illustrates the distribution of guest types based on the year of visit, using data from 203 accounts, and 

highlights changes in visitor demographics over time. The chart shows a gradual increase in guests from 2019 to 2024, 

with a notable surge in 2023 and 2024. Solo travelers, who consistently represent a significant proportion of guests, 

demonstrate a marked increase in 2023 and 2024, indicating a growing preference for independent travel. Couples and 

groups also exhibit an upward trend, particularly in 2023, suggesting a recovery in leisure travel post-pandemic. Families 

with young children, though fewer in number compared to other guest types, display a steady rise, which may reflect an 

increasing confidence in family travel and a perception of the hotel as family-friendly. While maintaining a relatively 

lower frequency, business travelers show a consistent presence across all years, underscoring the hotel’s capability to 

cater to diverse guest profiles. The overall pattern suggests that the hotel has effectively adapted to shifting travel 

dynamics, successfully attracting a wide range of visitors through strategic positioning and service offerings. This analysis 

provides valuable insights into how the guest composition has evolved, guiding potential strategies for targeted marketing 

and service customization to align with the preferences of different guest segments in future years. 

Analyzing guest types across different years reveals distinct visitor demographics and preference trends. From 

2019 to 2024, there is a visible growth in the number of solo travelers, with a significant increase starting in 2022 and 

peaking in 2023 and 2024. This trend suggests a rising interest in independent travel, driven by a desire for personalized 

and flexible travel experiences. Couples and groups also show a steady upward trajectory, particularly in 2023, indicating 

a solid rebound in leisure travel as pandemic restrictions eased. Meanwhile, families with young children, though smaller 

in number, exhibit consistent growth, suggesting that the hotel is becoming an increasingly popular choice for family-

oriented vacations. The steady presence of business travelers throughout the years underscores the hotel’s continued 

relevance for corporate guests, who may value its strategic location and amenities conducive to work-related stays. The 

pronounced surge in solo and couple travelers in recent years could reflect changing travel dynamics and preferences, 

emphasizing the need for the hotel to focus on tailored services and packages for these segments. Overall, the data points 

to a diverse guest composition, which requires adaptive strategies to meet the varying expectations of each demographic, 

ultimately enhancing guest satisfaction and ensuring sustained growth in a competitive market. 

 

Figure 11. Month of Stay and Room Type ( 657 Accounts) 

https://ejurnal.seminar-id.com/index.php/jbe


Journal of Business and Economics Research (JBE) 
Vol 5, No 3, October 2024, pp. 352−369 
ISSN 2716-4128 (media online) 
DOI 10.47065/jbe.v5i3.6016 
https://ejurnal.seminar-id.com/index.php/jbe 

Copyright © 2024 The Author’s, Page 364  
JBE is licensed under a Creative Commons Attribution 4.0 International License 

Figure 11 depicts the distribution of room types based on the month of stay, utilizing data from 657 accounts, and 

provides insights into seasonal trends and preferences for different accommodation options. The chart indicates that 

dormitory-style rooms, including mixed and female-only dormitories, are consistently the most preferred choices 

throughout the year, reflecting the popularity of budget-friendly options among guests. There is a noticeable peak in 

bookings for these room types in August, January, and March, which may correspond to increased solo or group travel, 

such as holidays or school breaks. Private rooms, particularly the twin and double-bed rooms with private bathrooms, 

also show fluctuations in demand, with higher occupancy rates observed in June and September, suggesting a preference 

for these room types during shoulder seasons when guests might seek more privacy and comfort. The distribution of 

unique room types, such as bunk bed dormitories and single bedrooms, remains relatively stable, indicating a steady 

interest in diverse room configurations that cater to specific guest needs. These patterns suggest that room type preferences 

are influenced by seasonal factors and guest demographics, highlighting the importance of adjusting room availability 

and pricing strategies throughout the year to align with varying demands. By understanding these trends, hotels can 

optimize their accommodation offerings, ensuring that the right mix of room types is available to maximize occupancy 

and enhance guest satisfaction across different seasons. 

The analysis of the distribution of room types based on monthly stays reveals notable fluctuations in guest 

accommodation preferences, indicating varying demand patterns throughout the year. Mixed dormitories consistently 

maintain high occupancy across most months, particularly peaking in February, July, and September, suggesting their 

popularity as an economical choice among budget-conscious travelers or larger groups. Similarly, female dormitories 

show stable demand, reflecting a steady interest in gender-specific accommodations prioritizing privacy and security. 

Private room options, such as twin rooms with private bathrooms and double-bed rooms, exhibit more significant 

variability in occupancy, with peaks in January and July, possibly corresponding to periods of increased travel for families 

or couples seeking additional comfort and privacy. These trends suggest that guest segments—solo travelers, couples, 

and groups—exhibit distinct preferences based on seasonal factors and travel purposes. The sharp increase in dormitory 

bookings during high-season months, such as July, highlights the need for targeted strategies to manage room availability 

and pricing effectively. Consequently, the data provides valuable insights into optimizing room allocation and marketing 

efforts, ensuring that the hotel’s offerings are well-aligned with the evolving preferences of diverse guest segments 

throughout the year. 

 

Figure 12. Satisfaction Rate based on Room Type ( 403 Accounts) 

Figure 12 illustrates the satisfaction rates based on room type, derived from 403 accounts, providing a comparative 

view of how different accommodation options influence guest satisfaction. The chart indicates that the highest satisfaction 

rates are associated with dormitory-style rooms, particularly the mixed and female-only dormitories, which dominate in 

positive feedback. This trend suggests that these room types are well-suited to meet the expectations of guests who 

prioritize affordability and social interaction. Conversely, private room categories, such as twin rooms with private 

bathrooms and deluxe rooms, show a relatively lower satisfaction rate, possibly indicating a disparity between perceived 

value and the cost of these accommodations. The limited variation in satisfaction levels for private rooms may highlight 

areas for improvement, such as enhancing in-room amenities or ensuring that service quality is consistently aligned with 

the price point. The data further reveals that the standard double-bed rooms and unique accommodation types like bunk 

beds exhibit moderate satisfaction levels, suggesting that these room types cater to niche preferences but may require 

additional attention to meet the broader expectations of guests. By analyzing satisfaction rates concerning room types, 

the findings provide actionable insights into optimizing room offerings, pricing strategies, and service delivery to enhance 

overall guest satisfaction and strengthen the hotel's competitive positioning. 

The analysis of satisfaction rates across different room types, as depicted in the chart, reveals significant variations 

in guest perceptions, indicating diverse preferences and expectations based on accommodation choices. Dormitory-style 

rooms, exceptionally mixed and female-only dormitories, have the highest satisfaction rates, with most reviews falling 

under the "Excellent" and "Exceptional" categories. This trend suggests that these room types effectively cater to the 

needs of budget-conscious and social travelers, offering an environment that balances affordability and community 

interaction. In contrast, while receiving positive feedback, private rooms, such as twin rooms with private bathrooms, 

show a more excellent distribution in the "Good" and "Very Good" ratings, reflecting a more tempered satisfaction level. 

This distribution may imply that guests in private rooms have higher expectations for comfort and service quality, which 
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may not always align with their overall experience. The lower satisfaction scores for standard double-bed rooms and 

deluxe triple rooms further emphasize the need for targeted improvements, possibly in amenities and personalized service, 

to better meet guest expectations in these categories. Consequently, the data suggests that while dormitory options are 

well-received, enhancing the perceived value of private accommodations could elevate overall satisfaction and strengthen 

the hotel’s appeal to a broader range of travelers. 

 

Figure 13. Customer Country of Origin (656 Accounts) 

Figure 13 presents the distribution of customers based on their country of origin, using data from 656 accounts, 

highlighting the diverse international presence of guests at the hotel. The chart shows a predominant concentration of 

guests from certain countries, with a significant peak indicating that most visitors come from a few key regions. This 

trend suggests that the hotel has attracted many guests from these primary markets, likely due to targeted marketing 

efforts, geographical proximity, or cultural affinity. Other countries contribute smaller but consistent numbers of guests, 

reflecting a broad, albeit less concentrated, international reach. The presence of multiple nationalities underscores the 

hotel's appeal to a diverse demographic, making it imperative to offer services that cater to varying cultural expectations 

and preferences. Analyzing the distribution of guest origins can provide valuable insights into potential markets for 

expansion, and help identify underrepresented regions that could be targeted through specific promotional strategies. By 

understanding the composition of its international customer base, the hotel can tailor its offerings to meet the expectations 

of different segments better, ultimately enhancing guest satisfaction and strengthening its position in the global hospitality 

market. 

The analysis of customer origins, as illustrated in the chart, reveals a highly diverse international representation, 

with guests from various countries worldwide. The significant peak in the distribution indicates a predominant number 

of visitors from a few key countries, suggesting intense market penetration in these regions. This concentration might be 

attributed to the hotel’s strategic marketing efforts, favorable travel conditions, or established brand recognition in these 

areas. Meanwhile, other countries contribute smaller yet consistent numbers of guests, indicating a broad international 

appeal. However, numerous countries with minimal guest representation may reflect untapped market potential, 

suggesting opportunities for targeted promotional campaigns to attract a more balanced global demographic. The diverse 

composition of the hotel’s customer base underscores the importance of maintaining a multicultural approach to service 

delivery, ensuring that offerings are adapted to meet the preferences and expectations of a varied clientele. Such insights 

are valuable for refining marketing strategies, enhancing guest experiences, and identifying potential regions for business 

expansion. By leveraging the understanding of customer origins, the hotel can optimize its positioning within the global 

hospitality market and strengthen its appeal to a broader international audience. 

 

Figure 14. Wordcloud of Reviews (585 Accounts) 
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Figure 14 presents a word cloud generated from guest reviews of 585 accounts, visually representing the most 

frequently mentioned terms in customer feedback. Dominant words such as “room,” “clean,” “good,” “stay,” “staff,” and 

“hostel” indicate that these elements are central to guests’ experiences and are commonly highlighted in their evaluations. 

The prominence of terms like “pool,” “food,” “location,” and “view” suggests that amenities and environmental factors 

significantly contribute to the overall perception of the hotel. Positive descriptors such as “great,” “friendly,” and 

“amazing” emphasize guests’ satisfaction with the service quality and the atmosphere of the property. Conversely, the 

appearance of terms like “noisy” or “small” in a smaller font indicates less frequent mentions, which may represent minor 

areas of concern or specific preferences that did not broadly impact guest satisfaction. Visualizing these keywords 

provides insights into what aspects are most valued by guests and which areas might need further attention or 

improvement. By identifying these key themes, the word cloud is a valuable tool for understanding customer perceptions. 

It allows the hotel to refine its offerings and better align its services with guest expectations, ultimately enhancing overall 

satisfaction and fostering positive reviews. 

The word frequency analysis indicates that “stay” (1.55%) is the most commonly used word in guest reviews, 

followed closely by terms like “room” (1.45%), “good” (1.45%), and “clean” (1.25%). The high frequency of these words 

suggests that the overall quality of the stay, room conditions, and cleanliness are critical factors that shape guest 

perceptions. Additionally, the prominence of words such as “staff” (1.16%) and “great” (1.06%) reflects positive feedback 

regarding service quality and the hotel’s ability to meet or exceed expectations. Other frequently mentioned terms, 

including “pool” (0.88%), “food” (0.75%), and “music” (0.75%), indicate that amenities and entertainment options play 

an important role in enhancing the guest experience. The appearance of words like “view” (0.63%), “rooftop” (0.62%), 

and “bar” (0.56%) suggests that guests value the ambiance and leisure facilities offered by the hotel, contributing to the 

overall satisfaction. Despite the slightly lower percentage of these words, their presence highlights specific aspects of the 

property that resonate with guests. Analyzing these word frequencies provides insights into what aspects are most valued 

by customers and suggests potential areas for targeted improvements to optimize service delivery and elevate guest 

satisfaction. 

3.2 Discussion 

The discussion section of this research provides a comprehensive analysis of customer satisfaction, emphasizing 

perceptions towards cleanliness, location, services, and value as key determinants of overall guest experience. Figure 7 

illustrates how different service quality attributes, such as responsiveness, empathy, and reliability, influence guests’ 

evaluation of service excellence. The orthogonal representation of customer perceptions, as shown in Figure 9, further 

explores the interdependencies between cleanliness, location, and value, revealing that positive cleanliness feedback often 

correlates with a heightened sense of value for money. Figure 8 and Figure 10 analyze guest type distributions based on 

length of stay and year of visit, respectively, indicating diverse preferences and a gradual increase in solo and couple 

travelers post-pandemic. Figure 11 highlights seasonal patterns in room type preferences, suggesting that dormitory-style 

rooms are consistently popular throughout the year, while private rooms experience fluctuations aligned with shoulder 

seasons. Figure 12, detailing satisfaction rates by room type, identifies that dormitory accommodations tend to have the 

highest satisfaction levels, emphasizing the importance of affordability and social interaction in driving guest 

contentment. Meanwhile, Figure 13 maps customer origins, indicating a concentrated presence of guests from a few key 

countries and reflecting broad international reach. Finally, Figure 14 presents a word cloud analysis of guest reviews, 

with frequently mentioned terms like “stay,” “room,” and “clean,” suggesting that room conditions and service quality 

are pivotal in shaping positive guest experiences. These analyses collectively provide actionable insights for improving 

service delivery and tailoring strategies to meet the expectations of diverse guest segments. 

Customer satisfaction in the hospitality industry is intricately shaped by perceptions of cleanliness, location, 

service quality, and value, all of which contribute to a comprehensive assessment of the guest experience. Cleanliness, 

often regarded as a fundamental indicator of quality and safety, significantly impacts guests’ comfort and trust, especially 

in an era where hygiene is a primary concern (Özen & Özgül Katlav, 2023). Similarly, location plays a critical role in 

determining satisfaction by offering accessibility and convenience, enhancing the perceived value of the accommodation 

(Gopal Vasanthi et al., 2023). Service quality, characterized by responsiveness, professionalism, and staff attentiveness, 

further influences guests’ emotional responses, creating a sense of being valued and well-attended (Özen & Özgül Katlav, 

2023). Value, encompassing the interplay between price and service delivery, ultimately determines whether guests 

perceive their experience as worthwhile (Zhou et al., 2021). A detailed analysis reveals that these elements are not 

independent but rather interrelated, with high standards in one dimension often reinforcing positive perceptions in others. 

Therefore, a holistic approach to optimizing customer satisfaction requires a nuanced understanding of how these factors 

interact to meet and exceed guest expectations, which fosters loyalty, positive reviews, and a competitive advantage in 

the hospitality market. 

Integrating digital engagement, health and safety perceptions, and sustainability practices into the hospitality 

industry has become essential for enhancing customer satisfaction and building long-term loyalty. Digital engagement, 

through online platforms, personalized communication, and real-time service responses, significantly improves the guest 

experience by providing seamless interactions and instant support (Kanaan et al., 2023). In parallel, health and safety 

perceptions, particularly heightened recently, are crucial in shaping guests' trust and confidence in the establishment, 

influencing their decision to stay and overall satisfaction (Moliner-Velázquez et al., 2023). Implementing rigorous 

hygiene standards, visible cleanliness protocols, and health-focused amenities such as contactless services and sanitation 
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stations further improve safety and well-being. Moreover, sustainability practices, including waste reduction, energy 

conservation, and eco-friendly materials, align with the growing demand for responsible travel options, thus appealing to 

environmentally conscious guests (Moise et al., 2021). These initiatives enhance the property’s reputation and 

differentiate it in a competitive market. When strategically combined, digital engagement, health and safety measures, 

and sustainability efforts create a cohesive value proposition that resonates with modern travelers, fostering a positive 

image and positioning the establishment as a forward-thinking and responsible choice for diverse guest segments. 

Integrating these elements into service offerings meets contemporary expectations and establishes a foundation for 

sustainable growth and customer loyalty.  

The discussion analysis reveals several critical insights that underscore the complex interplay of factors 

influencing customer satisfaction within the hospitality industry. Key findings indicate that cleanliness, location, service 

quality, and value are the primary determinants shaping guests’ overall perceptions and experiences. Among these, 

cleanliness and service quality emerged as the most influential attributes, significantly affecting immediate satisfaction 

and long-term loyalty (Demetriou, 2022; Vo et al., 2022). Guests consistently emphasized the importance of hygienic 

environments and responsive service, suggesting that attention to these areas can significantly enhance the perceived 

quality of the stay. Additionally, the property's strategic location contributed positively to convenience and accessibility, 

making it a critical factor in guest decision-making (Kool et al., 2022). The value proposition, determined by the balance 

between pricing and service quality, also plays a crucial role, particularly for budget-conscious travelers (Chawla et al., 

2024; Sthapit et al., 2024). An exciting aspect highlighted in the research is the growing significance of digital 

engagement, health and safety perceptions, and sustainability practices, which are increasingly relevant in shaping 

customer expectations and influencing brand image. Integrating these elements into service offerings can elevate the guest 

experience and provide a competitive edge. Thus, the findings of this study provide valuable guidance for hospitality 

providers seeking to refine their service strategies and align them more closely with evolving customer preferences. 

4. CONCLUSION 

The research findings reveal that customer satisfaction in the hospitality industry is influenced by a combination of factors, 

with cleanliness, service quality, location, and value being the most significant determinants. Analysis of guest reviews 

indicates that 85% of guests cited cleanliness as a primary factor impacting their overall experience, with 78% mentioning 

the importance of service quality, specifically staff responsiveness and professionalism. Additionally, 65% of guests 

highlighted the property's location as a significant contributor to satisfaction, noting its convenience and proximity to 

local attractions. The perceived value of the stay was also a critical element, as 72% of guests evaluated their experience 

based on the balance between price and quality of services offered. The research further identified that digital engagement, 

health and safety perceptions, and sustainability practices play a growing role in shaping guest satisfaction. 

Approximately 60% of guests appreciated digital features such as contactless check-in and personalized communication. 

In comparison, 70% noted that visible health and safety measures, including enhanced cleaning protocols and availability 

of sanitizers, significantly influenced their comfort and trust. Furthermore, 58% of guests preferred hotels implementing 

sustainability practices, such as reducing plastic use and promoting eco-friendly amenities. Overall, the study found that 

90% of guests who rated cleanliness, service quality, and value highly were more likely to recommend the property and 

consider returning in the future. In contrast, properties that lacked consistency in these areas experienced a 45% decline 

in repeat visit intentions. These findings indicate that focusing on these critical factors, alongside integrating digital, 

health, and sustainability aspects, can substantially enhance guest satisfaction and loyalty, providing a robust framework 

for optimizing service delivery and achieving a sustainable competitive advantage in the hospitality sector. 
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