A STUDY OF ONLINE HOTEL BOOKING TOWARDS CONSUMERS:
CONSUMER’S PERCEPTION ON ONLINE HOTEL BOOKING AND ITS EFFECT
ON SATISFACTION

NUR ELLIYANA EZZATY BT JOHA

2016665954

Submitted in Partial Fulfilment of the Requirement for the Bachelor of Science
with Honours (Culinary Art Management)

BACHELOR OF SCIENCE (HONOURS) CULINARY ARTS MANAGEMENT
FACULTY OF HOTEL AND TOURISM MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
PENANG

JULY 2018



DECLARATION OF ORIGINAL WORK

BACHELOR OF SCIENCE WITH HONOURS
(CULINARY ARTS MANAGEMENT)
FACULTY OF HOTEL AND TOURISM MANAGEMENT
UNIVERSITI TEKNOLOGI MARA

“DECLARATION OF ORIGINAL WORK”

I, NUR ELLIYANA EZZATY BT JOHA, (I/C Number: 950224 XXXXXX)

Hereby, declare that:

This work has not previously been accepted in substance for any
degree, locally or overseas, and is not being concurrently submitted
for this degree or any other degrees.

This project-paper is the result of my independent work and
investigation, except where otherwise stated.

All verbatim extracts have been distinguished by quotation marks and

sources of my information have been specifically acknowledged.

Signature: Date:



ACKNOWLEDGEMENT

First and foremost, | would like to express my thanks to Almighty God because of His love
and strength that He gave to accomplish this piece of work. | do thanks for His blessings for
grant my daily life, good health, good ideas and healthy mind.

I am using this opportunity to express my deepest gratitude and special thanks to my
research supervisor who had patiently, support me in all way and continuously encouraging
me to keep on work hard to complete this thesis. I would like to thank you to Sir Saiful Bahri
Kamal for all his unending support and help, the believe he always have in me, for his
insights and foremost is words of encouragements. | truly grateful to have a supervisor like

him and been giving the opportunity to be under him.

Moreover, 1 would like to dedicate these hard works to all the lecturers of Faculty Hotel and
Tourism Management for their advice and courage for me to complete this research. Special
thanks to my beloved parents and family members who always provide me with the
continuous source of inspiration and motivation. Not forgotten | would like to thanks to all
my fellow friends who always support and helped me throughout this study. Last but not
least, | would like to

thank all the individuals who had contributed their sweat and tears in |

completing my thesis. .11 forever remember.



TABLE CONTENT

DECLARATION OF ORIGINAL WORK ...t i
LETTER OF SUBMISSION ...t i
ACKNOWLEDGEMENT ...ttt 1\
TABLE OF CONTENT ...ttt %
LIST OF TABLE ...t viii
ABSTRACT ettt ne s X
CHAPTER 1 : INTRODUCTION......ceiiiiiiiiiiieiie e 1
I R O g - o] (=T @ A =T T PSSR 1
1.2 Background Of RESEAICN.........ccoviiiiiiii s 1
1.3 Problem STatemMeNnt...... ..o 3
1.4 ReSEArCh QUESTIONS.......cciiiieieeie e siee e te s ste e e ste et e st ee s e sreenee e e nneenees 4
1.5  ReSEArCH ODJECHIVES.....cui it 4
1.6 StUdy FrameWOrK........cooiiiiiiieiee e 5
1.7 ReSearch HypPOtheSIS........ccooiiiiiiieieres e 5
1.8 Significant Of RESEAICN........cccviiiiiie e 6
1.8.1 Theoretical SIgNITICANT.........cocoiiiiiiee e 6
1.8.2 The Practical SIgNifiCaNt ...........cooiiiiiiiiiiieieee e 7
1.9 Definition OF TEIMS .....ooiiiiiiiiie e 8
110 SUMIMAIY c.etiiiiiieie ettt b et b et 9
CHAPTER 2 : LITERATURE REVIEW ......ooiiii e 10
2.0 INEPOTUCTION. ...ttt 10
2.0.1 Online Hotel Booking TeChNOIOQY .........cccviiiiiiiiiieicierceeeee e 10
2.1 Overview of Online Hotel BOOKING.......cc.coveiiiieiiiiiiccc e 12



CONSUMER’S PERCEPTION ON ONLINE HOTEL BOOKING AND ITS EFFECT

ON SATISFACTION
Nur Elliyana Ezzaty Bt Joha
Faculty of Tourism and Hotel Management

Universiti Teknologi MARA Pulau Pinang

ABSTRACT

The rapid growth of internet application had increased the number of Internet users. Most of
the people use internet application to carry out their business includes online hotel booking as
the number of user who visit and get through the online hotel booking had increase. Besides,
most consumers prefer to go through online hotel booking to make reservations for planning
and as their travel products because of many benefits such as many offerings, convenience
price comparison and easy for consumers to make choice during purchase. The purpose of this
study is to focus on the consumer’s perception on online hotel booking and its effect on
satisfaction. There are a few issues on booking reliability and trustworthiness within hotel
booking. Most of consumers had to rely fully on the information from the websites since they
are not able to “see” or “experience” before purchase that may lead to trust issues. Therefore,
this research is made to get know whether the non-deception and privacy in online hotel
booking may affects the consumer satisfaction. The questionnaire was developed by Google
Form and distributed to the respondents using online survey. The questionnaire was conducted
to collect data from respondents. The result from 250 respondents revealed that the hypotheses

were supported. There is a positive relationship between each variable.
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