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ABSTRACT

This study was conducted to assess the impact of online hotel reviews on hotel 

performance. The objectives of this study were to find out the impact on hotel performance 

based on positive online reviews and to examine the impact on hotel performance based on the 

negative online reviews. In this study, the previous literature was used to fill the gap between the 

title of the study and the existing study. The journal and articles come from trusted sources, and 

the information from the journal is sufficient to meet the needs of researchers. Today, many 

guests use online reviews to express their feeling about their stays at the hotel through online 

platforms. Guest will express feelings through online reviews, and the reviews might be positive 

and negative. If they feel satisfied, they will give a positive review or otherwise. With the proper 

management of the hotel's online reputation, the hotel has a great possibility of increasing income 

and securing repeat business. Increasing the number of good reviews acts as a powerful electronic 

word of mouth and also benefits the hotel's media profile. Other than that, the hotel also has to 

know the way to handle the negative online reviews of the hotel.

i



ACKNOWLEDGEMENT

To begin, we would like to express our gratitude to our supervisor, Sir Razlan Adli bin 

Zain, for his continuous support during the writing of our Undergraduate Project Thesis. This was 

not an easy path, but we made it with his assistance, wide knowledge, guidance, and patience, and 

also, we want to thank our coordinator, Madam Jazira Binti Anuar, for always guiding us.

Additionally, we would like to thank our family for their unwavering support and belief in 

us; without their financial support and encouragement, this thesis would not have been a success. 

We would like to express our gratitude to all of our friends for their great assistance during our 

bachelor's degree studies.

Finally, we would like to convey our deepest appreciation to the panel for the presenting 

session for their insightful recommendations and outstanding contributions to this thesis.

ii



TABLE OF CONTENTS

CONTENTS PAGE

Abstract I

Acknowledgment II

Table of Content III-IV

CHAPTER ONE : INTRODUCTION 1

1.1 Overview 1 -3
1.2 Problem Statement 3-4

1.3 Research Objectives 4
1.4 Research Questions 4
1.5 Significance of The Study 4

1.5.1 Individual perspective 5
1.5.2 Academic perspective 5

1.7 Theoretical Framework 6
1.8 Limitation of study 6

1.9 Definition of Key Term 6
1.9.1 Online review 6
1.9.2 eWOM 7
1.9.3 Performance 7

CHAPTER TWO : LITERATURE REVIEW 8

2.1 Overview 8
2.2 Impact of Customer Online Reviews on Hotel performance 8
2.3 Positive online review towards hotel performance 9-10

2.3.1 Increasing performance 10-11
2.3.2 Gain trust 11
2.3.3 Revenue growth 12

iii



2.4 Negative online review towards hotel performance 12-13
2.4.1 Customer trust decreasing 13-14
2.4.2 Hotel attributes performance 14
2.4.3 Decreasing hotel performance 15

CHAPTER THR EE: METHODOLOGY 16

3.0 Introduction 16
3.1 Research Design 16
3.2 Data collection procedure 17
3.3 Data analysis 17

CHAPTER FOU R: ANALYSIS AND FINDINGS 18

4.0 Overview 18
4.1 Postive impact on increasing performance 18-19
4.2 Positive impact on gain trust 19-20
4.3 Positives impact on revenue growth 20-21
4.4 Negative impact of customer trust decreasing 21
4.5 Negative impact on hotel attributes performance 22

4.6 Negative impact of decreasing hotel performance 23

CHAPTER FIV E: CONCLUSION AND RECOMMENDATION 24

5.1 Overview 24
5.2 Conclusion and recommendation 24-25
5.3 References 26-31

iv


