
INFLUENCE OF OI\LII{E CUSTOI,IER REVIEWS OI{

HOTEL BOOKII{G INTENTION: A COMPARATIVE

STUDY BETWEEN BACKPACKERS VS MASS

ORGANIZED TOURISTS

(WITH SPECIAL REFERENCE TO SELECTED BACKPACKERS

VS MASS ORGAI{IZED TOURISTS)

BAMUNU ARACHCHILLAGE ARUNIKA DILHANI

MADHUSANKHI

REG NO: EU/IS/2O 1 TnvIS/060

INDEX NO: MS 2020

FCM2823

llr I I ti I llll ililllllllll lll lll

Proiect RePort
Library - EU$L

A project report submitted to the Faculty of Commerce and Management, Eastern

University, Sri Lanka, as a partial fulfillment of the requirement for the Degree of

Bachelor of Business Administration (BBA).

DEPARTMENT OF MANAGEMENIT

FACULTY OF COMMBRCB A]\D MAI\AGEMENT

EASTERN UI{IVERSITY, SRI LANKA

t,f.ffi\
,\'i*Bi;'

o SDtc 2r,n'

2022



ABSTRACT

During past decades' tourism industry has grown and deepened diversification to

become one of the highest growing industries in the world economy. Modern tourism

is focused in developing and encompassing a growing number of new destinations.

These factors have made tourism as one of ttre key drivers in socio-economic progress.

Normally consumers like to perceive more risks which associated with purchasing

tourism services because they cannot easily evaluate tourism destinations and services

before they make the consumption due to intangibility and heterogeneity of tourism

services. But with the development of web 2.0 applications and broadband internet

consumer-generated media has increased transforrning word-of-mouth

communications into different types of electronic communities and virtual networks

allowing tourists to gain information on different destinations and hotels easier. A lot

of opinions on hotels, travel destinations and services are often provided in the form of

online consumer reviews. But when it comes to Sri Lankan context, there is lack of

information on how backpackers and mass organized tourists use these indicators of

online customer reviews to make their purchase decisions. Having recognized this gap,

this study was designed to investigate the influence of consumer online reviews on hotel

booking intention of backpackers and mass organized tourists. The results indicate that

there is Strong Significant positive relationship between customer online reviews and

hotel booking intention of backpackers and mass organized tourists.

This research will contribute theoretically to fill the gap of knowledge existing in

literature concerning the influence of consumer online reviews on hotel booking

intention with special reference to backpackers and mass organized tourists. This study

support the identification of elements of online reviews that affect hotel booking

intention of backpackers and mass organized tourists. The data were analyzedby using

descriptive, correlation analyses anc multiple regression analysis. Results indicates that

the online customer reviews and hotel booking intention, are high. The results indicate

that there is strongly positive relationship between online customer reviews and hotel

booking intention of backpackers and mass organized tourists. Finally there is a

significant effect of online customer reviews and hotel booking intention. So, this

research can be very important for the development of hotel industry in Sri Lanka.

Keywords - Online review, Hotel booking intention, Backpackers, Mass orgaruzed

tourists



TABLE OF CONTENT
ACKNOWLEDGEMENT ......... ............i

ABSTRACT .............. . .................i: .........ii

TABLB OF CONTENT ......... ...............iii

LrsT oF TABLES ........... .................. ix

LIST OF FIGURES ........... ...'.........".. xi

LIST OF ABBREVIATIONS................ ...............xii

Chapter - 01..,...,.... .....,,,,......'.'. ."'......'...1

Introduction ........,,.,. .."""'... 1

1.1. Background of the Study ....'.'." 1

1.2. Research Problem ".""..'.""",," 4

1.3. Research Questions.....,..,,,... """"...'....'......4

1.4. Objectives of the Study "....'..... s

1.5. Significance of the Study..,..... ......"'.'...".." s

1.6. Scope of the Study,,,.,,,.. '......... 6

1.7. Summary...........,.,,, .".""""'...".6

Chapter - 02.......... .....""."..7

Literature Review,.... '.""'..7

2.1. Tourism Industry '.."".'.",'.'..'."7

2.1.1. World Tourism- an economio and social phenomenon..",,,,,,,,,,,, """"""7
2.1.2. Behavior of Tourists "...'.".8

2.1.3. Mass Organized Tourist """""'.....""'.' 9

2.1.4. Backpackers (Drifters) ,........'.,.:..... .".""."."""'.'..10

2.2. Customer Online Reviews ""' 10

2.2.1. Valence of Online Reviews ."."'..."'.' 11

2.2.2. Usefulness of Online Reviews.,,. """12

2.2.3. Timeliness of Online Reviews.... .....' 13

2.2.4. Comprehensiveness of Online Reviews'.'. "'...".. 13

2.2.5. Volume of Online Reviews ....."""'... 14

2.3. Online Reviews and Hotel Booking Intention..' """..1'4

2.4. Chapter Summary ...'..",.......".. 15

Chapter - 03........... "".......' 17

Conceptualization and Operationalization ....'..,'.... ""'..'..." 17

ilt



3.1. Introduction........., .......""."'.".r7

3.2. Conceptualizatron . ;; ."""."','.'....17

3.2.I.TheoriesSupportingConceptualFramework..,...,........ """".17

3.2.2. Conceptual Framework......,,,,.... ""..'17

3.3. Variables Related to the Conceptual Framework.....,,..,,,,, ........... 18

3.3.I. Customer Online Reviews .,,,..,,,........18

3.3.2. Valence of Online Reviews ,..,,,........ 19

3.3.3. Usefulness of Online Reviews.... ."""20

3.3.4. Timeliness of Online Reviews.... ,......20

3.3.5. Comprehensiveness of Online Reviews.... ........"21

3.3.6. Volume of Online Reviews

3.4. Hotel Booking Intention ......"22

3.5. Operationalization of the Variables ...',,',.22

3.6. Hypotheses.,.,,,,,... ,,,........'.""" 25

3.7. Chapter Summary.. .'."',.".'..'. 25

Chapter - 04:......... ...............26

Research Methodology ............. ............26

4.1. Introduction........ .......................26

4.2. Research Philosophy ....... .....................27

4.3. Research Approach ............... ......................27

4.4. Research Strategy ......................27

4.5. Methodological Choice ............27

4.6.Time Horizon.... .....28

4.7. Research Area Selection ........28

4.8. The Population of the Study ,,,,...,........."' 28

4.9. Sampling Technique / Method....,........ ,.,,.,......,,.,,,,....28

4.10. Sample Size and Sampling Framework.............. ,".'29

4.10.1. Sample Size,,......,, ".'.'."29

4.10.2. Sample Framework .""..29

4.11. Method of Data Collection and Source ,,,.,,,,...'..".."29

4.12. Research Instrument............. .....................29

4.13. Sources of Measurement,,..,,, ......"..'.""..30

4.13.1. Method of Measuring the General (Personal) Information..,,...,,..........31

IV



4.I3.2. Method of Measuring the Research Information..,....,....,.,.,.,...........,,...32

4.I4.The Pilot Study ......... ..;; .. ...............--.---.-33

4.15. Reliability Test .......................34

4.16. Unit of Data Analysis.... ......34

4.l7.Method of Data Analysis .,.,..........."...." 34

4.17.I. Method of Data Analysis for First Objective ...,....'.""'.'.."' 35

4.11.2. Method of Data Analysis for Second Objective.. ,......"""'..35

4.11.3. Method of Data Analysis for Third Objective.. .....'.""".."..35

4.18. Method of Data Evaluation ,.,,........'...'." 35

4.18.1. Univariate Analysis (Descriptive Statistic) ......36

4.18.2. Mean.....,.,. ,.,........,........,,36

4.18.3. Standard Deviation,, ..'.' 36

4.l8.A.Bivariate Analysis .............,,.............36

4.18.5. Correlation Analysis .......................37

4.18.6. Simple Regression Analysis ..........,37

4.18.7."Testing Hypotheses ........... ,.........,,,, 38

4.19.Data Presentation................ ......................38

4.I9.1. Data Presentation for General (Personal) Information '...,."."','...'..."".38

4.19.2. Data Presentation for Research Information ..,....,,,., ,,.........39

4.2}.Ethical Consideration........ .........'.."""'.'. 39

4.21. Chapter Summary ...................39

Chapter - 05..,,........ ,,,,,.......40

Data Presentation and Analysis ,............ ""......." 40

5.1.Introduction....,,,.,, .,,.............,.40

5.2. Reliability Test .....,,,,,,,,..........40

5.3. Data Presentation.......,,,...,,, ""."'.'.'..."""' 4L

5.3.1 Data Presentation and Analysis of Personal Information...,,....,,... .......'.."...41,

5.3.1.1. Gender,,,. ""'42

5.3.1.2 Age Level. ....'.'.'.""'...,,..42

5.3.1.3 Marital Status....,,,. ,,,,,,,.43

5.3.1 .4 Sample Distribution of the Monthly Personal lncome " " ", 43

5.3.1.5 Travel for Pleasure per Year. .....,....44

5.3.1.6 Source of Information Do Use When Booking a Hotel Room""".. '..'..45



5.3.I.7 Hotel Online Review Sites do you Mostly Use to Get Feedback about

Hotels ,........46

5.3.1.8 Employment Status ..,..............,::,,.,..,,,,,.,,.,. ........47

5 .3 . 1 .9 Sample Distribution of Type of Tourist Hotel ............ ' .. '. " ' 47

5 .3 .2 Data Presentation and Analysis of Research Information .,......... '.... '. ", " '. '. ' 48

5.3.2.IUnivariateAnalysis... ....'..'......'........49

5 .3 .2.1. 1 Identify the Level of Valence of Online . '. " " ' 49

5.3.2.L2 Identify the Level of Usefulness of Online Reviews...,.,..,,,,...,.,,..,,...50

5.3.2.1.3 Identify the Level of Timeliness of Online Reviews.,.......,,..,,,,,,..,.,.. 51

5.3.2.I.4 Identify the Level of Comprehensiveness of Online Reviews...........53

5.3.2.1.5 Identify the Level of Volume of Online Reviews ,,,,..,.....53

5.3.2.1.6 Identify the Level of Hotel Booking Intention... .""'.,..'...54

5.3.2.2 Bivariate Analysis ....,,,............ .........55

5.3.2.2.1 Pearson's Correlation Analysis ,.,........,.,",."..56

5 .3 .2.2.1 Multiple Regression Analysis

5.3.3 Tes[ing Hypotheses.....,.,.., .,.......,,,,,.,,.,...60

5.3.3.I Testing Hypotheses 1 ...,.....,... ......... 51

5 .3 .3 .2 Testing Hypothese s 2 .... .. ....... ..... " . ' 61

5.3.3.3 TestingHypotheses3.......,,.... ........"61

5.3.3.4 Testing Hypotheses 4,,,..,....... .'..""'62

5.3.3.5 Testing Hypotheses 5 ......,,,.... "---..-..62

5.3.3.6 Testing Hypotheses 6.......,,..., ..........62

5.3.3.7TestingHypotheses7..,,..,,,.... .........62

5.3.3.8 Testing Hypotheses 8..,........., .....,...62

5.3.3 "9 Testing Hypotheses 9 ......,,,.... ......... 53

5.3.3.tr0 Testing Hypotheses 10........,,. ...,,..63

5.4 Chapter Summary .....................63

Chapter - 6............ ....,..........64

Findings and Discussion......... ...............64

6.1 Introduction.......... ......................64

6.2DiscussionofGeneral(Personal)Information......,,, .,,,..............."64

6.2.1 Gender..,.,.,,,,,,,.. ..............'.64

6.2.2 Age ...........'."'64

VI



6.2.3. Marital Status......,. ,,,,,.,,,.' 65

6.2.4. Level of Monthly Personal Income..... ,."""...""' 65
Id

6.2.5. Travel for Pleasure per Year. ""."'."' 65

6.2.6. Source of Information Do Use When Booking a Hotel Room...""""""' 65

6.2.7. Hotel Online Review Sites Do You Mostly Use to Get Feedback about

Hotels ,........65

6.2.8. Employment Status ,........66

6.2.g.Type of Tourist Hotel Do You Choose....., """"' 66

6.2.10. Do you Use to Have Family Trip / Individual Trip ,.,'.."'..' 66

6.3. Discussion of Research Information...........,,,,, ""."'.' 66

6.3.1 Discussion for Objective One.......,... "..' 66

6.3.1.1 Level of Online Customer Reviews .....,,',""""'67

6.3.1.2 Level of Hotel Booking Intention ",.....".'.'.."':' 67

6.3.2 Discussion for Objective Two..,,...,.. "".""..""""' 68

6.3.2.1I Relationship between Online Customer Reviews and Hotel Booking

.Intention "..' 68

6.3.3 Discussion for Objective Three '.'."." 69

6.3.3.l.Impact of Valence of Online Reviews on Hotel Booking Intention....69

6.3.3.2.Impact of Usefulness of Online Reviews on Hotel Booking IntentionTO

6.3.3.3.Impact of Timeliness of Online Reviews on Hotel Booking IntentionTO

6.3.3. .Impact of Online Customer Reviews on Hotel Booking Intention......71

6.3.3.5.Impact of Volume of Online Reviews on Hotel Booking Intention .....71

6.3.4. Discussion of Hypotheses Testing ,,,......".".','...'72

6.3.5. Findings from Hypothesis Testing ,...."""'."'."."72

6.4. Chapter Summary ....................14

Chapter -7 ............ .............'.75

Conclusions and Recommendations ."""'.".".'.'..75

7.1 Introduction.......... ......................75

7 .2 ConcIttsions.......... .....................75

7 .2.|First Objective of the Study ....,.,,,,,,........ 7s

7 .2.2 Second Objective of the Study """"'..."76

7.2.3 Tl'ttrd Objective of the Study ......""...."" 76

7.3 Contribution of the Study """.76

vil



vilt


