


ABSTRACT

This study was conducted to assess the factors that influence customer behavior on online hotel
reservations among hotel guests. The objective of this study was to find out the factors that
most influence the attitude of online customers that influence customer buying decisions
among hotel guests. In this study, 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 hotels
use online shopping as part of their marketing strategy with a primary focus on increasing
customer retention and repeat business as customers using online bookings also increase.
Sometimes, the hotel's official website is not very effective in meeting the needs and wants of
customers for online transactions due to late reply from the hotel. Therefore, to measure
consumer attitudes towards the usability of online shopping by considering perceived usability,
online booking costs and trust. Perceived use refers to users who find that using online
bookings is useful in making online bookings or online payments. Users intend to book a hotel
through the online booking system on mobile devices when they find it convenient to use.
Consumers also have confidence in online vendors when vendor reputation can survive, quality
information is provided by vendors for customers as well as customers who are satisfied with
previous experience. Moreover, anxiety can arise as a result of loss of control if the online
transaction is not smooth or there are some errors. However, the reluctance of Malaysian
consumers to conduct online transactions is due to security concerns of online transactions
(trust), and perceived usefulness plays a stronger role in shaping attitudes towards online

shopping.



ACKNOWLEDGEMENT

First of all, I would like to thank Allah SWT for giving me strength to complete this
undergraduate project report of Factors affecting customer behaviour towards online hotel

reservation among hotel guests.

I am grateful and thankful to my Project Report’s lecturer, Madam Jazira Anuar @ Mohd Noor
and my supervisor, Mr. Mohd Hazrin Iman for their supervision all of this time and for their

guidance and tutoring during my implementation of this project.

I am deeply indebted to my friend Nur Sakinah Mazlan, who kindly help me in providing

information and giving supports as well as encouragement throughout the research process.

In other hand, thanks to my father, Azhar Mohd Said for their moral support. Thanks to all my
sibling and family who always find a way to help me in completing this report. Finally, thanks
to my friend who was willing to help. To the parties involved, directly or indirectly, also I

would like to thank you.

1



Chapters

TABLE OF CONTENTS

Contents

Abstract
Acknowledgements
Table of Contents
INTRODUCTION

1.1 Overview

1.2 Background of the study
1.3 Problem Statement

1.4 Research Objectives

1.5 Research Questions

1.6 Theoretical Framework
1.7 Significance of The Study
1.8 Limitation of The Study
1.9 Definition of Key Terms

LITERATURE REVIEW

2.1 Overview

2.2 Perceived Usefulness
2.3 Perceived Cost

2.4 Trust

METHODOLOGY

3.1 Overview

3.2 Research Design

3.3 Data Collection Procedure
3.4 Analytical Strategies

3.5 Conclusion
ANALYSIS AND FINDINGS
4.1 Overview

iii

Pages

i

ii-iv

8-9
9-10
10-11

12
12-15
16-18

19

19

20



4.2 Analysis
4.3 Findings

CONCLUSION AND RECOMMENDATION

5.1 Overview

5.2 Conclusion

5.3 Recommendation for Further Research

REFERENCES

v

20-21
22-24

25
25
26

27-29



