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[bookmark: _Toc164694901]Chapter 1: Introduction
[bookmark: _Toc164694902]Introduction
Digital transformation, especially online reviews, has greatly altered the hospitality business, which includes hotels, restaurants, and entertainment venues (Iranmanesh et al., 2022). Reviewing this sector's enterprises may greatly impact their image and finances. Customer input on TripAdvisor, Yelp, and Google Reviews may impact prospective customers in an age when consumers increasingly use these platforms to make judgments. Hospitality organizations now prioritize client happiness and online reputation management due to this transition. Positive reviews may enhance exposure, bookings, and income, while bad reviews can dissuade consumers and damage a business's image, making it less profitable. This has made organizations concentrate on both their online and offline consumer experiences. Online ratings may affect pricing, staff training, service quality, and even service and facility design.
[bookmark: _Toc164694903]Significance of the topic 
Studying internet reviews' influence on hospitality firms is crucial. For companies to succeed in a competitive market, recognizing these evaluations' influence is vital as customers use them to plan travel and leisure. For strategic planning and operational changes, hospitality stakeholders—from tiny family-run businesses to international chains—must understand online consumer feedback dynamics. Businesses know the value of internet reviews but struggle to control them. Unresolved negative reviews may damage reputations and be hard to fix (Zhang et al., 2024). Fake and manipulated reviews have also cast doubt on review quality and authenticity, complicating matters for companies and customers. Online reviews' effects on hospitality company performance and customer choice must be examined due to this complicated web of factors (Kim and Kim, 2022). With so many digital sites giving review possibilities, a single review may influence attitudes internationally. It's crucial for hospitality firms to have a favorable internet presence. Academics and industry experts study internet reviews' complex consequences to improve hospitality business and policy development.
Purpose of the research
[bookmark: _Toc164694906]The goal of this study is to explore how internet reviews affect hospitality organizations' performance and decision-making. Explore direct and indirect consumer and corporate impacts. This research investigates how online reviews effect hotel competition. Feedback-based company strategy and customer experiences need this information. 
 Aim 
This research investigates how internet reviews affect hospitality organizations' operational, strategic, and financial operations and how they might enhance performance and sustainability by managing their online reputation. 
Objectives
· Evaluation of how internet reviews affect hospitality service selection and perception.
· To assess hospitality organizations' financial performance after favorable and negative evaluations.
· To study how hospitality companies handle internet reviews.
· Explore how online review management affects hospitality company success and customer pleasure.
[bookmark: _Toc164694907]Research questions
· How internet reviews influence hospitality customer choices?
· Why internet reviews affect hospitality firms' income and booking rates?
· What impact does online review management have on hospitality company success and customer satisfaction?
[bookmark: _Toc164694908]Chapter 2: Literature Review 

Wen et al (2020) researched addresses the intricate dynamics of consumer behavior in the realm of online hotel booking, focusing on the pivotal role of extrinsic cues—namely price, online reviews, and brand familiarity. By delving into the relationships and interaction effects among these cues, the study contributes significantly to the understanding of consumer decision-making processes in this context. It underscores the paramount importance of online reviews as a critical cue, which not only moderates the influence of brand familiarity and price on booking intentions but also shapes consumer perceptions and behaviors. Notably, the findings reveal that positive online reviews amplify the impact of brand familiarity while mitigating price sensitivity, whereas negative reviews diminish the significance of these cues. Moreover, the study highlights the independent effect of brand familiarity on booking intentions, underscoring its enduring influence irrespective of price considerations. Through its nuanced exploration of these factors, the research illuminates the complexity inherent in consumer decision-making in the online hotel booking landscape, advocating for a holistic approach that considers the multifaceted interplay of various cues for a comprehensive understanding of consumer behavior.

Yu et al (2023) examines the transformation within the tourism and hospitality industry towards integrated resorts, which combine entertainment, casinos, hotels, dining, shopping, and other recreational activities to cater to diverse consumer demands. These resorts are identified as more resilient in volatile markets, particularly evident during the coronavirus pandemic. The study's core analysis utilizes online customer reviews, specifically from Galaxy Macau, to assess how guest experiences correlate with overall satisfaction, employing semantic network analysis and quantitative methods. Key findings highlight the importance of diverse entertainment and quality dining services in boosting customer satisfaction, though improvements in employee services are necessary due to their significant impact on guest loyalty. The research underscores the utility of online reviews in strategic business management and calls for broader studies to confirm these findings across various properties. Limitations are noted in the data's scope, restricted to Galaxy Resort, suggesting future research should expand its dataset for greater applicability.

Zeng et al. (2019) highlight that Virtual Reality (VR) has risen as a key instrument in the tourism and hospitality industries, primarily for enhancing marketing strategies and engaging consumers. As technology has advanced, VR has been increasingly utilized to simulate experiences, allowing potential travelers to virtually explore hotels and destinations before making booking decisions. The adoption of VR by major hospitality brands like Carlson Rezidor, Hilton, and Airbnb underscores its growing importance. Research indicates that VR can significantly impact consumer behavior by providing immersive, dynamic sensory information that enhances the perceived usefulness and enjoyment of online reviews, thereby influencing purchase intentions. Despite its benefits, there remains a substantial reliance on traditional online reviews, which primarily provide verbal information, to make travel decisions. The combination of VR and online reviews offers a novel approach to understanding and influencing consumer behavior, especially in how these two forms of information interact to affect hotel booking decisions. This evolving landscape suggests that VR not only complements traditional online marketing tools but also transforms consumer experience and engagement within the tourism sector.

El-Said (2019) describes how his research delves into the significant impact of Online Customer Reviews (OCR) on hotel booking intentions and performance within the hotel industry. He highlights OCR's pivotal role as a modern influencer of consumer behavior in the tourism and hospitality sectors. Through the study, it was established that while both positive and negative review valences (PRV and NRV) influence booking decisions, NRV significantly affects these decisions and is moderated by factors like Brand Image (BI), Hotel Star Category (HSC), and Price Importance (PI). The research underscores the complexity of booking intentions, which are influenced by a myriad of factors, including consumer perceptions shaped by OCR. These findings demonstrate the necessity for hotel managers to not only be aware of but actively manage the OCR to harness their potential fully. The study concludes that OCR are integral to consumer decision-making processes, often serving as a primary research tool for potential customers. The importance of managing OCR is emphasized as a crucial strategy for improving customer relationships and business performance. The conclusion also suggests future research directions, noting the need for broader application of the study’s findings across different sectors and further exploration of other moderating factors that could influence the impact of OCR on hotel booking intentions.

Kim (2022) investigates the impact of Online Customer Reviews (OCR) on hotel customer satisfaction, utilizing big data analytics to extract insights from text mining of online reviews. The research identifies that tourists frequently rely on electronic word of mouth (EWOM) to inform their choices, with findings showing that reviews significantly influence hotel performance and purchase decisions. By analyzing online reviews, the study categorized key hotel attributes into four clusters—destination, physical environment, service, and trip purpose—that are critical for customer satisfaction. The findings offer practical insights for hotel management, emphasizing the importance of attentive service and suggesting improvements like enhanced dining experiences to maintain customer satisfaction during challenges such as the COVID-19 pandemic. Overall, the study not only enriches academic understanding of OCR's role in the hospitality industry but also provides actionable strategies for improving service quality and competitive positioning in the market.
[bookmark: _Toc164529692][bookmark: _Toc164694909]Chapter 3: Research Methods and Methodology
[bookmark: _Toc164529693][bookmark: _Toc164694910]3.1 Research Philosophy 
The benefit of defining research philosophy is that it can help researchers understand and determine the nature of knowledge for a specific research topic and the procedure for obtaining that knowledge. This research will employ positivist research philosophy to meet the objectives of this research. The primary reason behind selecting this research philosophy is that it can help researchers to cover a broad spectrum of areas within a very short time of period. According to the statement of Bergmann (2023), it can be discussed that the benefit of using positive is a research philosophy is that it can help to collect highly reliable information related to a research topic. This research intense to discuss the impact of online review on hospitality industry. Therefore, a broad spectrum of information related to online review on hospitality industry can be collected with this philosophy. The reason indicates that the implementation of positivism research philosophy will be most effective and beneficial for this research. 
[bookmark: _Toc164529694][bookmark: _Toc164694911]3.2 Research Paradigm 
Selection of relevant research paradigm is crucial for investing the impact of online reviews in hospitality business. The term research paradigm defines a framework into which the theories and practices related to the topic fit to create the research plan. This study will use realism research paradigm to accumulate information regarding online review for hospitality industry. The implementation of realism research paradigm is effective in gathering information as it provides flexibility. This paradigm also provides objectivity, precision, and replicability in data collection and analysis. As a result, the implementation of realism research paradigm can be considered as the most justified selection for this research. 
[bookmark: _Toc164529695][bookmark: _Toc164694912]3.3 Research Approach
Defining research approach is significant as it provides a roadmap to researchers to ensure that their study continued in a systematic and objective manner. The implementation of deductive research approach seems to be beneficial for this research as it involves testing hypothesis associated with the research subject. According to the opinion of Casula et al. (2020), it can be explained that deductive research approach allows researchers to develop the connection between concepts and variables. The justification behind selecting this approach is that it can typically involves formulating hypothesis based on theoretical propositions. In addition, it can help in collecting numerical data and analysing the data to maintain validity of the research. In this regard, it can be stated that employing deductive research approach is justified for this research.
[bookmark: _Toc164529696][bookmark: _Toc164694913]3.4 Research Methodology 
This research will conduct survey by collecting numerical data from a sample of respondents. In order to do so, this research will develop questionnaires based on the research topics, aims, and objectives.  It is worth mentioning that survey is a commonly used methods for accumulating numerical data in quantitative research. Based on the suggestion of Zimba and Armen (2023), survey research is a unique procedure of assembling information from a large cohort. Advantages of conducting surveys include collecting information from a large population. Therefore, researchers can accumulate a greater statistical power and the ability to gather large amounts of information. The benefit of conducting survey research methodology is that it can help to gather information based on attitudes, opinions, behaviours, and characteristics of individuals or groups. As a result, researcher can collect firsthand information from the who are associated with hospitality industry. In this regard, it can be stated that conducting survey is appropriate for this research to collect ample responses related to the impact of online review on the hospitality industry. 
[bookmark: _Toc164529697][bookmark: _Toc164694914]3.5 Research Strategy
The adoption of research strategy is also crucial for extracting data from a sample of respondents. This recharge free continue by implementing primary quantity research strategy to collect first-hand information from respondents who are associated with the hospitality industry. From the perspectives of Mohajan (2020), it can be stated that statistical data can be extracted from a large population with primary quantitative research strategy. The justification behind selecting this research strategy is that it can help in predetermine the questions based on the research subject. In this regard, it can be stated that researchers can collect information from customers, employees, and managers who are involved in the hospitality industry. Therefore, the selection of primary quantitative research strategy seems to be suitable for this reason. 
[bookmark: _Toc164529698][bookmark: _Toc164694915]3.6 Sampling methods 
The primary goal of sampling method used to extract a small collection or representative of people from a larger population. Simple random sampling techniques will be used in this research to select a relevant sample from the target population in a manner so that each individual has an equal chance of be selected. The justification behind employing this sampling method is that eat ensure that the sample represent the overall population. One of the most social benefits of using simple random sampling method is that the use of this sampling removes all possibilities of hints of bias. It is worth mentioning that each individual belongs to the large population set has the same possibility of being selected. Therefore, it can be said that the selection of simple random sampling method can be more relevant for this research topic. 
[bookmark: _Toc164529699][bookmark: _Toc164694916]3.7 Data collection methods
Data Collection method is very crucial for continuing and executing any research as researchers need to collect most authentic and informative data from a broad spectrum of data sources. Researchers will provide a predetermined fate of questions to respondents while conducting structured survey. Therefore, the utilisation of structured self-administration surveys Data collection method seems to be suitable for this study. The benefit of utilising this method is that it allows responded to finish the questionnaire independently. The pre-determined questionnaire will be provided via Google form and respondents can share their opinion via this form. The set of questionnaires will include 5-point Likert scale. According to the suggestion of Shardlow et al. (2020), it can be stated that 5-point Likert scale Includes five factors such as strongly disagree, disagree, neutral, agree, and strongly agree. Therefore, it will become easy for respondents to share their response and researchers to collect opinions of the sample. 
[bookmark: _Toc164529700][bookmark: _Toc164694917]3.8 Ways of interpreting data
The interpretation of the collected data will be based on statistical analysis techniques. Researchers will need to interpret numerical data to draw a conclusion related to the impact of online reviews on the hospitality industry. Descriptive statistics will be employed in this research to measure the central tendency and variability. According to Murana and Rahimin (2021), the use of SPSS will be helpful to decode the numerical data accumulated by conducting the survey. The justification behind conducting SPSS is that it enables researchers to create and validate predictive models by utilizing advanced statistical procedures. In addition, text analysis is effective for research as it derives insights from qualitative inputs through open-ended questionnaires. This method will also help to examine the reliability, validity, and authenticity of defined hypothesis. In this regard, it can be stated that utilising SPSS as the way of interpreting data for this research is justified as it can help in drawing meaningful conclusions. 
[bookmark: _Toc164529701][bookmark: _Toc164694918]3.9 Time prospects of the research 
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Figure 1: Gantt Chart
(Source: Self-developed)
[bookmark: _Toc164529702][bookmark: _Toc164694919]3.10 Ethical consideration of the research
Ethical consideration of a research increase credibility, transparency, and authenticity of any research. In order to do so, this research will ensure the privacy and anonymity of individuals who have posted their responses on online survey. In addition, the is providing authentic, factual, and transfer the information regarding the impact of online review on the hospitality industry. Another focused area of these research is to eliminate any kind of biased and manipulated information regarding the research subject. As opined by Beugelsdijk et al. (2020), maintaining transparency in collecting and analysing data in research is very crucial. This research will also mention the surname of authors of journal articles via in text citation to eliminate any chance of academic misconduct. Researcher will also provide consent form to respondents and will respect attitude, perspective, and opinion of individual respondents. Transparency reporting method and findings is also another focus area for this research to maintain integrity and credibility. 
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