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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.

Keywords - Customers’ Online Reviews, Trivago, TripAdvisor, Expedia, Hotel 

Service Performance.



TABLE OF CONTENTS

Page 

Letter of Submission i
Declaration ii
Abstract iii
Acknowledgement iv
Table of Contents v
List of Figure vii
List of Abbreviation viii

Chapter 1 Introduction
1.1 Background of the study 1

1.2 Problem Statement 3

1.3 Objective 4

1.4 Research Questions 4

1.5 Study Framework 5

1.6 Significant of the study 5

1.7 Definition of key terms 6

1.7.1 Customers’Online Reviews 6

1.7.2 Trivago 6

1.7.3 TripAdvisor 6

1.7.4 Expedia 6

1.7.5 Hotel Service Performance 6

Chapter 2 Literature Reviews
2.1 Introduction 7

2.2 Customer Online Reviews in Hospitality 7

2.2.1 Online Reviews Trivago 8

2.2.2 Online Reviews TripAdvisor 9

2.2.3 Online Reviews Expedia 10

2.3 The Hotel Service Performance Measurement 11

2.4 Online Reviews From Trivago Influence The 12

Hotel Service Performance

2.5 Online Reviews From TripAdvisor Influence The 13

Hotel Service Performance

v



2.6 Online Reviews from Expedia Influence the 15

Hotel service performance

Chapter 3 Methodology
3.1 Introduction 17

3.2 Research Design 17

3.2.1 Selection of Journals 17

3.3 Data Collection Method 18

3.4 Research Online Reviews Consideration 18

Chapter 4 Result & Data Analysis
4.1 Discussion 19

4.1.1 RO1: To Identify the Online Travel Intermediaries 19

As The Channel for Customer Online Reviews

in Malaysia

4.1.2 RO2: To Determine the Influence of the Customers’ 21

Online Reviews to the Hotels’ Service

Performance

Chapter 5 Conclusion
5.1 Conclusion 24

5.2 Limitations and Recommendations for Future Study 24

References 25

vi


	THE INFLUENCE OF CUSTOMERS’ ONLINE REVIEW TO THE HOTELS’ SERVICES PERFORMANCE IN MALAYSIA
	DECLARATION
	ABSTRACT
	TABLE OF CONTENTS

