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PREFACE 
 

Warm greeting from Bali! 

We are honored and delighted to extend a hearfelt welcome to respective 

conference delegate who joins the 1st International Hospitality Entrepreneurship and 

Innovation Conference (InHEIC). 

The theme that was raised in this first InHEIC is Refocusing and Strengthening 

the Hospitality Sectors with Local Wisdom and Community in the Aftermath of the 

Covid-19 Pandemic. In the International Hospitality Entrepreneurship and innovation 

conference will be focusing on entrepreneurship strategies discussion to centralize 

and strengthen the hospitality industry based on local wisdom and culture which is 

expected to provide solutions to problems in the hospitality industry so that it can be 

overcomed and able to survive the changing tourism and hospitality industry towards 

a new normal era. 

We are very pleased to report that this conference presented 3 keynote speakers 

and 3 invited speakers, with 48 papers presented in 8 parallel sessions. The conditions 

of the Covid-19 pandemic that hit most countries in the world, made the 

implementation of the first InHEIC conducted by hybrid, online with zoom meeting 

and offline for invitation at MICE Building of Bali Tourism Polytechnic. 

In this great occasion we would like to give our highest appreciation to our 

International Partners are Universiti Teknologi MARA, Cawangan Melaka and 

Lyceum of the Philippines University, thank you for your corporation to collaborate 

with us. Our sincere gratitude to all distinguished keynote speakers, invited speakers 

and our supervisor Dr. Irene Hanna H. Sihombing, SE,MM,CHE., Ni Made Suastini, 

SE, MM., I Dewa Putu Hendri Pramana S.Kom. and also I Gusti Agung Gede 

Witarsana, S.St.Par,MM.,CHE. For support and guidance which we are truly indebted 

to. Thank you to all presenters, participants, organizing committee, sponsors, media 
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partners and others who cannot be mentioned one by one, to make this conference 

happen. 

On behalf of the organizing committee, thank you and we hope that InHEIC 

becomes an inspiration for another conference! 

 

With Gratitude, 

 

 

I Wayan Yogi Santika 
Chairman of the Committee, InHEIC 2021 
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GREETING FROM THE DIRECTOR OF BALI TOURISM 

POLYTECHNIC  

 

Drs. Ida Bagus Putu Puja, M.Kes.  

Dear Authors and Readers,  

It was a great honor for us, on behalf of Politeknik Pariwisata Bali (Bali Tourism 

Polytechnic), to host the International Hospitality Entrepreneurship and Innovation 

Conference 2021. We would like to appreciate all the presenters and participants who 

have taken time between the busy schedule to gather and share knowledge, insights, 

and experience. These proceedings are the result of our discussion and hopefully, 

there will be much further research could be done by taking this proceeding as the 

starting ideas.  

We also would like to thank Universiti Teknologi MARA (UiTM) Cawangan 

Melaka and Lyceum of the Philippines University for the collaboration, thus this 

event could happen. We are certain that this conference will open new doors of 

networking and encourage broader community of discussion and insight sharing.  

Thank you very much.  

 

Sincerely, 

 

 

 

Drs. Ida Bagus Putu Puja, M.Kes. 
Director of Bali Tourism Polytechnic 
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GREETING FROM T H E COORDINATOR OF HOTEL 

ADMINISTRATION STUDY PROGRAM  
 

 

I Gusti Agung Gede Witarsana, S.St.Par,MM,CHE  

Om Swastiastu,   

It is great pleasure for me to welcome you to the 1st InHEIC International 

Hospitality Entrepreneurship and Innovation Conference which organized by our 

Hotel Administration’s student class B 2017. My name is Agung Witarsana, hotel 

administration program study coordinator.  

Before we get started, I would like to express my appreciation to all of the 

keynote speakers, cohost from fellow academic institution, presenters, participant, the 

management of Bali Tourism Polytechnic, lecturer, all partners, and especially our 

beloved students who are generously helped us making this international conference 

comes true.   

This international conference is one of the projects in our study program which 

refer as “Managerial Application”. By conducting the project, our students enable to 

develop their managerial skill in area of hospitality industry. Creating this event such 

as great opportunity for our student to implement their competences and build 

networking for the future.   
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Once again thank you very much for your participation and support. Hopefully 

this international conference gives us the new insight and perspective facing this 

uncertainity conditions, stay safe. 

Om Santi, Santi, Santi om 

 

Sincerely, 

 

 

 

I Gusti Agung Gede Witarsana, S.St.Par,MM,CHE 
Hotel Administration Coordinator 
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CONSUMER BEHAVIOR STUDY IN COVID 19 PANDEMIC: 

PERCEIVED RISK, TRUST, BRAND CREDIBILITY, AND BOOKING 

INTENTIONS 
1Gusti Agung Gede Witarsana, 2Ni Putu Diah Prabawati 

Bali Tourism Polytechnic 

wita_arsana@yahoo.com  

 
1. Introduction 

This study aims to investigates the effects of consumers’ perceived risk, trust and 
brand credibility on hotel purchase intention in Covid-19 pandemic. The tourism 

industry is extensively as the vector for worldwide spread of corona virus since people 

movement from one destination to accros destinations. Due tue several travel 

restriction/ bans until applying of mass lockdowns to decrease the spread of the virus 

(Arezki and Nguyen, 2020; Stezhko et al., 2020; Yanga et al., 2020). Hotel business in 

one of the affected sector during this pandemic. The hotel occupancy in Bali 

significantly decreasing with only 15% average occupancy per month in 2020 (Central 

Bureau of Statistic, 2021). Bali has become more risky to visit than the other 

destinations with lower number of infected people. Meanwhile, Covid-19 infecting 

estimated 38.000 people in Bali and become as one of Covid-19 red zone area in 

Indonesia (Indonesia Covid-19 central information, https://covid19.go.id/).  

Recently some research investigate the COVID-19 pandemic effect especialy in 

tourism. Zenker and Kock (2020) The research found there are six themes to consider 

for COVID-19 research: the level of complexity, destination image changes, tourist 

behavior changes, resident behavior changes, tourism industry changes, and long-

term and indirect effects. This paper will focus on tourist behavior. The implication 

for consumer’s behavior is the moment before they deciding to make a purchase, 
therefore what needs to be considered is consumers tend to have intentions in 

themselves (Erkan & Evans, 2016). In this case intention means consumers have 

already had sufficient information about the product to be purchased. Purchase 

intention is a stage of the consumer's tendency to act before actually making a 

purchase (Martinez & Kim, 2012). This stage refers to the evaluation activity, either 

the product or the company. The service provider should know better and deeper 

regarding their consumer final buying habits that can be predicted from their 

intention (Bai et al., 2008). This link has been empirically examined in hospitality and 

tourism industry (Bai, Law, & Wen, 2008; Sparks & Browning, 2011).  

One of the antecedences from purchase intentions is perceived risk. Many 

studies have shown the positive correlation between perceived risk and purchase 

intention (Kakkos et al., 2015; Thanasuta, 2015). Based on consumer behavior research, 

perceived risk touch on consumers perceive risk in that will effected to their decision-

mailto:wita_arsana@yahoo.com
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making process since the uncertainty possible make negative consequences (Shin and 

Kang, 2020). In regard, the concern of the future worldwide tourism industry are the 

residual effects of the pandemic of on travel and tourism in the form of perceived risk 

post-COVID-19 era (Matiza, 2020). Perceived risk is derived from unanticipated and 

uncertain consequences of an unpleasant nature resulting from product purchases 

(Bauer, 1960; Rehman et al., 2020). As a concept, perceived uncertainty highly 

associated with perceived risk. To reduce effect of perceived risk is by building 

customer trust level (Kakkos et al., 2015).  

Currently hotel industry is struggling from corona virus since hotel properties it 

become high risk for environmental contamination (AHLA, 2020; Zemke et al., 2015). 

Factually, the main focus of research on risk to health has been to understand how 

tourists perceive health risk when they engage in risk-taking activities in adventure 

tourism contexts (Bentley and Page, 2008; Buckley, 2012). The travel reluctance during 

and after the COVID-19 pandemic is resultant from high health risk (Shin and Kang, 

2020). Tourist have main concern with health risk when visiting tourist destination 

and enjoying hospitality services. (Kozak et al., 2007). Health risk become 

consideration for tourist to decide their choices. The most consideration to visit a 

tourist destination is when the believe with high level of perceive of health risk. (Law, 

2006; Williams and Bala’z, 2013).  
Perceived risk equals to the probability of consequences occurring, multiplied 

by negative consequences of poor brand choice (Mitchell, 1992). When consumers are 

uncertain about brands and the market is characterized by asymmetric information 

(for instance, firms have better understanding of their products rather than the 

consumers), brands can serve as signals of product positions (Wernerfelt 1988). 

Product positioning means credibility play vital in a brand and trustworthiness in part 

of credibility (Association for Consumer Research). Brand creadibility play vital when 

decision making process made by consumer, particularly with high-risk products, 

since perceived credibility towards a brand able to reduces perceived risk of 

consumption (Erdem et al., 2020; Gotlieb et al.,1992; Kerstetter and Cho, 2001; Sweeny 

and Soutar, 2001; Jun, 2020). Therefore the perceived risk about the uncertainty of 

hotel product can be reduce by brand credibility of the product.  

To achieve success as service provider, building consumers trust is play vital role 

(Kim, et al., 2012). Many studies examining that purchase intention effected by trust 

using the TRA approach (Erkan & Evans, 2016; Hernandez, Jimenez, & Martin, 2008). 

However other research indicate assurance on purchase intentions is insignificant 

Lien et al.,(2015). To build the trust in tourism and hospitality business Indonesian 

government (ministry of tourism and creative economy) launch the Indonesia Care 

program through CHSE (clean, health, safety, and environment sustainability) 

certification in 2020 with total 5863 businesses have been certified by March 2021. The 
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aim of this program is to give the assurance and gaining the trust for traveler also 

attract customers to the destinations including hotels. Thus, hotels require to take 

focus on increasing guest perceptions of safe travelling and minimize customers’ 
anxiety levels by doing the CHSE. By this CHSE certification and brand credibility of 

the hotel, the perceived risk of customers is expected to reduce. It means the lower 

level of perceived health risk the higher intentions to travel will be. Therefore, the 

major key antecedents and mediators of purchase intentions to understand pre-

purchase stage of guest specifically during Covid-19 Pandemic need to analyze. 

 

2. Research Methodology 

This research based on a quantitative approach to validate the research model. 

This studies use random sampling and data collection conduct using questionnaires. 

The target of respondents are all consumers who have intention to book hotel during 

covid-19 pandemic. the questionnaire consisted of questions regarding respondents’ 
geographic, demographic, and psychographic. In this study, the indicator of purchase 

intention is taken according to Schiffman and Kanuk (2010) and Ling et al., (2010), 

which are as follows: 1) Interested in finding information about a product 2) 

Considering buying 3) Interested in trying 4) The desire to make a purchase in the 

near future. To measure a trust, the indicators used are taken according to Mayer et 

al., (1995) and Mukherjee and Nath (2003), namely: 1) Integrity 2) Ability 3) Reputation 

4) Perceived Risk. Data analysis using the partial least squares (PLS) program utilized 

to validate the measure. The research model consists of firstly, identification of 

perceived risk and trust. Secondly, examination of effects of perceived risk, trust and 

brand credibility on purchase intention. Finally, examination of trust, brand 

credibility mediating perceived risks on hotel purchase intention. The research model 

is shown in Figure 1. 
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Figure 1: Research Model 

 

3. Expected Result and Conclusion 

This study benefit to the literature in asssesing the effects of perceived risk, 

trust, brand creadibility, and booking intentions on consumer behavior hotel booking 

in covid-19 pandemic. Perceived health risk and perceived uncertainity act as 

antecedents to consumer trust. CHSE certification and brand creadibility as mediator 

variables which significantly affect the consumers behavioural intentions to book 

hotel. The results from studies expected that CHSE certification positively influences 

purchase intentions. The consumer will choose hotel that applied standart program 

by the Ministry of Tourism and Economy Creative as a form of trustworthy of service 

providers. The consumer mark CHSE as guarantee indicator of sense of security and 

comfort to tourists when they visit a destination that applies the health protocols. 

Brand creadibility have a significant impact on purchase intentions. The variable trust 

give positive impact and fundamental on consumer repurchase intention to book hotel 

by online. Perceived risk will be decreased if hotel able to implement trust variable 

that will boost purchase intention.  

This study outcome have practical implication for hotel management in design 

strategic plans to improve hotel booking perfomances during pandemic. Perceived of 

health risk and perceived of uncertainity of the antecedents of consumer trust online 

is useful for managers who should develop strategies and actions in decreasing risk 

that might be consumer think before book the hotel. Hotel providers should have clear 

communication to consumer. For instance, hotel management should share update 

information regarding government regulation to prevent covid-19, several test that 
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applied if guest travel from other city and new hotel regulations to adapt with health 

protocols. Findings from our study imply that trust of consumer build by application 

of CHSE program and hotel brand creadibility to attract consumer of hotel purchase 

intention in pandemic covid-19. 

 

Keywords: Consumer Behaviour, Perceived Risk, Trust, Brand Credibility, Booking 

Intentions 
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