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ABSTRACT

The purpose of this research is to look into the influence of online review to
consumer. These days almost every time consumer will refer on online information
because they can access it easily rather than asking directly without any cover-up
medium that can interfere. Before making any decision, consumers will search and
read all the reviews that they can got from all previous consumers to take into
consideration during their decision making process. The researcher has used empirical
theory but the variables based on the previous study by Kem Z.K. et al (2014) . The
study focused on Impiana KLCC Hotel because it is a strategic place for tourist to
accommodate at Kuala Lumpur area. The study is done using reliability analysis and
regression analysis. In this research, the researcher mainly focus on the consumer that
made the reservation through online travel agent. However, researcher also get
respondent that made the reservation through company or direct booking. It is found
that the reviews about the Impiana KLCC Hotel did influence the consumer when they

are in decision making process.



Table 3.1;

Table 3.2:

Table 3.3;

Table 4.1:

Table 4.2;

Table 4.3:

Table 4.4;

Table 4.5:

Table 4.6;

Table 4.7:

Table 4.8:

Table 4.9:

Table 4.10:

Table 4.11:

Table 4.12;

LIST OF TABLES

Tourist Arrivals 2016

Section A

Section B

Nationality

Respondent’s Age

Respondent’s Educational Level

Respondent’s Purpose

Respondent’s Frequencies of Staying

Perceived Informativeness 1

Perceived Informativeness 2

Perceived Informativeness 3

Perceived Persuasiveness 1

Perceived Persuasiveness 2

Intention to Purchase 1

Intention to Purchase 2

21

24

25

29

30

31

32

33

34

35

36

37

38

39

40



	THE IMPACT OF ONLINE USER REVIEW ON HOTEL ROOM SALES AT IMPIANA KLCC HOTEL
	TABLE OF CONTENTS
	ACKNOWLEDGEMENT
	ABSTRACT
	LIST OF TABLES
	LIST OF FIGURES
	Declaration of Authorship
	Chapter 1: Introduction
	1.0 Introduction
	1.1 Background of Study
	1.2 Problem Statement
	1.3 Research Objectives
	1.4 Research Question
	1.5 Significance of Study
	1.6 Scope and limitation of study

	Chapter 2: Literature Review
	2.0 Introduction
	2.1 Hotel
	2.2 Impiana KLCC Hotel
	2.3 Online Travel Agent
	2.4 Theoretical Background
	2.5 Research Framework

	Chapter 3: Methodology
	3.0 Introduction
	3.1 Impiana KLCC Hotel
	3.2 Total Annual of Visitor to Kuala Lumpur in 2016
	3.3 The Target Population / Time Frame
	3.4 Sampling Techniques
	3.5 Survey Instruments
	3.6 Pilot Study
	3.7 Method of analysis

	Chapter 4: ANALYSIS AND INTERPRETATION
	4.0 Introduction
	4.1 Data Analysis
	4.2 Response Rate
	4.2.1 Nationality
	4.2.2 Age
	4.2.3 Educational Level
	4.2.4 Purpose of staying
	4.2.5 Frequencies of staying

	4.3 Frequency Analysis
	4.3.1 Perceived Informativeness 1
	4.3.2 Perceived Informativeness 2
	4.3.3 Perceived Informativeness 3
	4.3.4 Perceived Persuasiveness 1
	4.3.5 Perceived Persuasiveness 2
	4.3.6 Intention to purchase 1
	4.3.7 Intention to purchase 2
	4.3.8 Intention to purchase 3

	4.4 Reliability Analysis
	4.5 Regression Analysis
	4.5.1 Regression Analysis 1
	4.5.2 Regression Analysis 2


	Chapter 5: Discussion, Limitation, Conclusion and Recommendation
	5.0 Discussion
	5.1 Limitation
	5.1.1 Freedom of distributing questionnaires.
	5.1.2 Uneven spread of demographic data
	5.1.3 Language Boundary

	5.2 Conclusion
	5.3 Recommendation

	REFERENCE
	APPENDIX



