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ABSTRACT

The purposes of this study are to identify the online travel intermediaries as the
channel for customers’ online reviews in Malaysia and to determine the influence of
the customers’ online reviews to the hotels’ service performance. This research
paper is conducted using the argumentative of secondary data. The limitation of the
study such as availability of the materials, time and diversions lead us to that
research methodology. However, the finding and discussion showed that online
reviews are the most influence to the hotel's service performance. The outcome of
this study perhaps could help the customer choose their best online travel

intermediaries for booking an accommodation and facilities.
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