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ABSTRACT

In this increasingly advanced era, the adoption of technology is becoming more
widespread especially information technology such as social media. Social media provides
users with the ability to maintain social connection, support networks and access more
conveniently information for a variety of purposes. This study is intended to examine the
factors that contribute to social media adoption on customer satisfaction among 4-5 Hotels in
Malaysia. These factors include hotel size, hotel star rating, and social media experiences.
This study will identify which factors are the most significant and may be employed in hotel
operations to stay competitive. Secondary data was gathered for this study through the use of
relevant publications on social media adoption obtained from journals, newspapers,
magazines, websites, and so on. This study will contribute to academic and industry
perspective where they can investigate Social Media Adoption in Hotels as this study will
provide a better understanding of the aspects that contribute to social media adoption in the

hotel business.
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CHAPTER ONE

INTRODUCTION

1.1 OVERVIEW

This section comprises of overview and background of the study that led to why
researchers would like to conduct the study. It starts from 1.2 the background of the study,
followed by the problem statement in section 1.3, while section 1.4 stating the research
objectives, section 1.5 elaborates the research question, section 1.6 on theoretical framework,
the significance of study mentioned in section 1.7 as well as in section 1.8 the definition of

key terms used in the study.

1.2 BACKGROUND OF THE STUDY

Social media today is crucial for any business industry, but why is it so valuable to
the hospitality market? Digital Report 2018 in Southern Asia indicated that the number of
social media users in Malaysia comprise of 1.68M (70%) users of Facebook, 16.8M (69%)
users of YouTube, 11.8M (49%) users of Instagram and 7.2M (30%) users of Twitter. These
statistics indicate that social media networks are evident especially in the hospitality market
and reaching out hotel customers. Back then in year 2008, there were more than 110 million
blogs, 100 million videos and more than 123 million Facebook users (Mayfield, 2008).
Facebook now boasts over 500 million users, with half of them accessing the site on any
given day (Facebook, 2010). With the expanding number of internet users, social media has
arisen as an online two-way communication medium. It is a medium in which people may
readily engage and contribute (Karjaluoto, 2008).

Moreover, social media provides hotels the opportunity to build on their customer
relationship and enhance the digital image of the brand hotels. Customers can communicate
with one another through social media and organizations can engage with customers in a
two-way fashion (Smith & Zook, 2012). This scenario indicate that social media can support
the entire decision-making and booking process, as guest begin planning their trips using a
search engine, they will be searching the travel inspiration on the social media, as well as
they attract to the contents from their influencers on their social media platforms, and also

1



