
UNIVERSITI TEKNOLOGI MARA

CAWANGAN TERENGGANU

KAMPUS DUNGUN

FACULTY OF HOTEL & TOURISM MANAGEMENT

THE IMPACT OF SOCIAL MEDIA USAGE TOWARDS HOTELS’ PERFORMANCE

VALERIA JAINOL

(2016260302)

CHRISTIE UMANG SAKAI

(2016260274)

This undergraduate report (HTM655) submitted in partial fulfillment of the requirements for the degree of

BACHELOR OF SCIENCE (HONS) IN HOTEL MANAGEMENT (HM240)

Mara University of Technology (UiTM) 

29th JUNE 2019



Table of Content
LIST OF TABLES..............................................................................................................................................................................4

LIST OF FIGURES............................................................................................................................................................................4

ABSTRACT....................................................................................................................................................................................... 5

ACKNOWLEDGEMENT.................................................................................................................................................................6

CHAPTER 1 7

1.1 INTRODUCTION..................................................................................................................................................................... 7

1.2 BACKGROUND OF THE STUDY........................................................................................................................................7

1.3 PROBLEM STATEMENT.......................................................................................................................................................8

1.4 RESEARCH OBJECTIVES................................................................................................................................................... 10

1.5 RESEARCH QUESTIONS.................................................................................................................................................... 10

1.6 SIGNIFICANCE OF STUDY................................................................................................................................................10

1.6.1 Practitioner Perspective......................................................................................................................................................11

1.6.2 Academic Perspective........................................................................................................................................................ 11

1.6.3 Individual Perspective........................................................................................................................................................ 11

1.7 LIMITATIONS OF STUDY.................................................................................................................................................. 12

1.8 DEFINITION OF TERMS..................................................................................................................................................... 12

1.9 CONCLUSION....................................................................................................................................................................... 13

CHAPTER 2 14

2.1 INTRODUCTION................................................................................................................................................................... 14

2.2 SOCIAL MEDIA..................................................................................................................................................................... 14

2.3 IMPACT OF SOCIAL MEDIA TO THE HOTEL INDUSTRY.........................................................................................15

2.3.1 Effective Communication...................................................................................................................................................15

2.3.2 Informative.......................................................................................................................................................................... 17

2.3.3 Brand Awareness.................................................................................................................................................................18

2.3.4 Marketing Improvement.................................................................................................................................................... 20

2.4 CONCEPTUAL FRAMEWORK .........................................................................................................................................22

2.5 CONCLUSION.......................................................................................................................................................................23

CHAPTER 3 24

3.1 INTRODUCTION...................................................................................................................................................................24

3.2 RESEARCH DESIGN............................................................................................................................................................ 24

3.3 SOURCES OF DATA.............................................................................................................................................................25

3.4 ANALYTICAL STRATEGY.................................................................................................................................................26

3.5 CONCLUSION.......................................................................................................................................................................27

CHAPTER 4 28

Page 12



4.1 INTRODUCTION................................................................................................................................................................... 28

4.2 THE FINDINGS AND DISCUSSION..................................................................................................................................28

4.2.1 FINDINGS RO1 & RQ1................................................................................................................................................... 36

4.2.2 CONCLUSION.................................................................................................................................................................. 38

4.2.3 FINDINGS RO2 & RQ2................................................................................................................................................... 38

4.2.4 CONCLUSION.................................................................................................................................................................. 40

CHAPTER 5 42

CONCLUSION & RECOMMENDATION.................................................................................................................................. 42

5.1 INTRODUCTION................................................................................................................................................................... 42

5.2 CONCLUSION.......................................................................................................................................................................42

5.3 RECOMMENDATION FOR FUTURE RESEARCH/CUSTOMER................................................................................42

6.0 REFERENCES........................................................................................................................................................................44

Page 13



ABSTRACT

The purpose of this study was to determine the impacts of social media towards the hotel and also 

to identify the most prominent social media impact that hotel always earned. The research design 

for this study was an argumentative study. The approach that was used to collect accurate data 

was by using a theoretical framework. Besides that, this study also employed the secondary data 

to make a review from the past researchers' journal article, study and other sources. The type of 

secondary data that was used for this study was journaling article. The most prominent secondary 

data researchers used in this study as the primary references were the journal articles. The 

examples of journal article used were mostly from International Journal of Contemporary 

Hospitality Management, Journal of Hospitality and Tourism Technology and Global Journal of 

Human-Social Science: Economic, International Journal of Business and Management Invention 

and others. At the end of this study, we concluded that effective communication and informative 

were the prominent social media impact that hotel always earned. Besides, other social media 

impacts were also still important to hotel organization and had their way to give positive impact 

to hotel. Adding to that, the source of data use for literature review was from a wide range of 

geographic. It did not focus on a specific location. This is because, there might be a difference in 

variable (social media impact) in a specific region. The findings of this study enabled hoteliers to 

understand the implementation of social media could affect the hotel, strategize hotel 

management using social media and also as a benchmark (industry perspective).
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