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Title: Influence of Online Reviews on Consumer Decision Making when Booking a Hotel in UK and India: A Case Study of Hilton Hotels & Resorts via Booking.com 
[bookmark: _Toc156817832]Introduction
Today, the online reviews have truly emerged as a mighty tool in consumers’ purchasing decisions. This is even more pronounced in the hospitality industry where customers are mostly motivated by earlier lodgers’ reviews and reference of their stay at a hotel before making any reservation (Mathias and Mäkiluoma, 2023). This study aims to shed light on how an individual’s behaviour in terms of decision and conclusion affects the online reviews when one makes a booking from both United Kingdom and India. As such, this study will analyse the case of Hilton Hotels & Resorts based on Booking.com website to understand how online reviews impact consumer attitudes and behaviours that are crucial in understanding what hotel can utilize from this information as its marketing strategy. 
The papers in modern literature have paid a good deal of attention to the online reviews and how they influence consumer perceptions, which also plays an important role as one of choice-determining factors (Sharma et al. 2023). These reviews are used to provide an authoritative source of information for the consumers, who consider them as messages sent by other customers. The operative result that the researcher intends to create on basis of this study will not be only useful for Hilton Hotels & Resorts, but also other companies operating in hospitality. The findings will also enable these hotels to appreciate the specific needs and choices that their clientele demand, which in turn would guide them into developing services targeted at this particular customer segment.
[bookmark: _Toc156817833]Main body
[bookmark: _Toc156817834]Methodology
[bookmark: _Toc129915284][bookmark: _Toc156817835]Research Philosophy
In the case of researching how online reviews affect hotel booking decisions, a post-positivist approach can be used for studying Hilton Hotels & Resorts via Booking.com in UK and India Post-positivism allows for an in-depth analysis, taking into account the intrinsic limitations of observational data and emphasizing various scientific approaches. Post-positivism therefore makes it possible to consider the complexity of human behaviour and its inconsistency with observations, which provides a broader understanding of dynamic factors that influence consumer decision making in relation to hotel reservations (Ryan, 2023). 
[bookmark: _Toc156817836]Data Collection and Analysis method
A combination of quantitative and qualitative datasets would be collected to understand the influence that online reviews have on consumer decision making in booking a hotel, UK or India. Booking.com shall be used as the source of data on accommodation sites, and for this purpose questionnaire survey information will be collected from guests who book a stay in hotels via booking com website (Vo et al. 2022). This method will yield the procurement of numbers that can be statistically summarized to gain patterns and trends in consumer behaviour. Further, qualitative information will be obtained from a thematic analysis of consumer reviews that are available on different websites online.  The thematic analysis is done in order to identify the major themes and patterns occurring from consumers’ perspective, unveiling their perceptions, preferences as well as choice drivers (Mirzaei and Shokouhyar, 2023). By using the results of qualitative thematic and quantitative using questionnaire data analysis, a wide understanding for how online reviews influence purchase decision making can be obtained. It is the conjunction of both approaches that must be an inseparable part of research because it widens up a view on chosen subject. 

[bookmark: _Toc156817837]Aims and objectives

[bookmark: _Toc156817838]Aim 
To analyse the effect of online reviews on people’s decisions in terms of reserving hotel rooms by those located both in the UK and India, specifically for Hilton Hotels & Resorts through Booking.com website.
[bookmark: _Toc156817839]Objectives
· To investigate the relation of online reviews and consumer purchasing decision in hotel reservation.
· To compare how differences in culture affect the impact of online reviews on consumers’ purchasing behaviour, both for UK and Indian markets.
· To evaluate the characteristics of Hilton Hotels & Resorts that are emphasized or undermined in online reviews.
· To analyse the impact of online reviews in influencing customer opinion and sentiments for hospitality firms.
[bookmark: _Toc156817840]Literature review
[bookmark: _Toc156817841]Role of online reviews in the decision-making process by consumers, when they choose hotels to book within UK and India:
Ciftci et al., (2020) stress the growing weight of online reviews in tourism hotel choice and question traditional pricing as a central feature for revenue management by undermining its omnipotence over all other elements. In their study the variables such as room rate along with overall assessment and number of reviews from online evaluations are considered to be very influential in customer’s decision-making about hotel selection. As per the study, a perfect blend that attracts reservations comprises more than 107 reviews of at least 3.3 and which is not priced higher than $150 or less per night view book. This serves to highlight the nature of online reviews as a transformational element because it indicates that consumers bestow great value on peering communications. Nevertheless, Gulati’ (2023) analysis of social media impact on tourist behaviour in India regardless of age generation contradicts the statement that ages are moderators how by which social networks influence tourists’ choice. 
Groups compared are baby boomers to Gen Z and statistic indicates that social media does not have any significant difference between generation in decision making. This runs contrary to the position that younger generation is more dependent on online reviews, suggesting there might actually be a certain universality as regards how social media impacts decision making among Indian tourists. Wang and Anderson, (2023) also provide a useful idea on how firm strategies may affect the biases consumers show in their online reviews. However, the research shows that all online reviews are not same because they have different approaches by hospitality companies in terms of getting this review. This highlights the need for strong strategies that are determinant of characteristics to be addressed in reviews and biases introduced through online review systems.
[bookmark: _Toc156817842]Impact do cultural differences have on the relationship between consumers in two countries and their evaluations or valuations of online reviews: 
The study is aimed to show that differences in cultures will significantly affect the relationship between citizens from UK and India regarding their consumption patterns which can lead them into making judgements based on online reviews. The outcome, as per the study conducted by Chatterjee et al. (2021), will persist because cultural mores keep influencing how consumers’ OCRs are judged and their buying intentions too According to Markova-Hofmanová & Hofmannova, (2019) this is likely to magnify such a concept that there cannot be any This is also supported by the research of Koutoulas and Vagena, (2023) on hotel stars that resilience will still have a crucial role in coping with guest-review platforms. This study appears to create an impression that such systems will continue with their developmental and changing requirements as well as procedures quite regularly in order to satisfy the emerging needs of a dynamic hospitality world. In future studies, the necessity of cultural considerations in interpreting and evaluating online reviews is to be revealed which can lead up to a more developed culturally responsive approach towards consumer decision-making processes under digitalized development.
[bookmark: _Toc156817843]Similarities and repetitions in the user reviews for Hilton Hotels & Resorts and their affect consumer decision-making
Studies on behavioural patterns by using Hilton Hotels & Resorts reviewers’ user is going to show a lot of similarities and repetitions directly influencing consumer choice. Service performance homogeneity between different Hilton outlets will be investigated, and the research study outcome is expected to indicate repetitive positive or negative preferences which influence expectations of subsequent travellers. Critiques will likely emphasize the importance of sanitation and hygiene in addition because of health issues, which also could affect consumers who are concerned about their nutrition. According to Barda, (2022) amenities like pools, gyms and restaurants that receive positive reviews should be mentioned in several other review pages as a way of enhancing the reputation of Hilton for customers.
Furthermore, the study will address copycats in complaints or concerns; analysing issues related to room cleaning or check-in process that may be a common topic brought up by consumers. According to Pizam et al., (2016) the principle of location and surrounding influences is probably going to emerge directly, in positive comments on convenience or negative responses regarding noise that influence the decision. The research that aims to deliver the findings which will be valuable for Hilton Hotels & Resorts in terms of customer satisfaction and reputation preservation as a prestigious corporation within competitive hospitality industry by analysing these patterns.
[bookmark: _Toc156817844]Online reviews serve as a persuasive power of influencing the perceptions and preferences concerning hotel bookings
The recent criminal activities with a housekeeper at premium hotels throughout the UK, such as Hilton in Park Lane include is an indication of risks associated to hotel accommodations. These firms would lose their credibility badly by such cases, leaving a mark at the back of their minds. But future studies could focus on the connection between safety procedures and staff-screening behaviours that enable people to understand how criminal incidents influence online reviewers’ selection mechanisms. Consequently, it is necessary to connect with relevant theoretical frameworks like Service Quality model or Technology Acceptance Model since this study’s findings are related so that a more accurate picture of what influences customer perceptions and decision-making in the hospitality sector can be drawn. This could have implications for hotels such as the Hilton in UK since results from studies on this type of research can help improve their security protocols and ensure that they customers feel safe and trustworthy, which would impact how hotel reservations are made besides customer satisfaction (Kirk, 2023). 
In India, according to Sinha, (2023) Hilton’s plans to triple its estate and open 75 trading and pipeline hotels point out a huge expansion which introduces various brands like Conrad Hampton by Hilton Double Tree among others. The company believes that there is an opportunity in this market as it aims to benefit from growth opportunities here. In the appointment of Zubin Saxena as its head for this venture, Hilton was clearly determined to tap into the Indian market. From Hilton’s perspective reviews and ratings through online platforms will help in making opinions, preferences as well achievement. For instance, reviews for Hilton Goa Resort, Hilton Bengaluru Embassy Manyata Business Park and Double Tree by Hilton in Varanasi under the leadership of Navjit Ahluwalia help to build brand name which affects new customers while choosing hotels selectively within an Indian hospitality industry environment.

[bookmark: _Toc156817845]Limitations
Literature discusses the effect of web reviews on booking a hotel room, yet there are gaps that need to be covered in further research. The first critical is about understanding how safety concerns, such as recent criminal activity, are related to the decision-making of online reviewers. As a possible topic for further studies, such as how hospitality firms can develop effective security processes that will positively influence the perceptions of their customers could be considered. In addition, cultural difference in judging the quality of online reviews is another subject that deserves attention. The cultural variations should be studied in the interpretation and application of online reviews, which will take people further into a deeper level regarding cross-cultural consumer behaviour within the hotel industry.
[bookmark: _Toc156817846]Ethical considerations
Ethics and law issues should also be considered together with the study about how online reviews are related to a consumer’s decision in booking for a hotel, either UK or Indian. Preservation of the rights and welfare of participants is also central to some ethical concerns, which are very important in research. In this study, participants’ participation is limited to acquiring informed consent before data collection. This means that their participants should know what they will partake in, the rights of those who took part and how data collected is going to be used. Moreover, these actions should be done to reduce the amount of load that is placed on participants due to participation in research. This may involve providing clear directions, preserving the confidentiality during data collection process and ensuring appropriate support or debrief is offered. The researcher should adhere to the Data Protection Act of 2018 within a legal sphere. 
[bookmark: _Toc156817847]Timeframe
	Activities
	1st to 3rd week

	4th to 6th week

	7th to 9th week

	10th to 12th week

	13th to 15th week

	16th to 18th week

	19th to 21st week

	22nd to 24th week


	Choosing the research topic
	
	
	
	
	
	
	
	

	Background of the project
	
	
	
	
	
	
	
	

	Determining the aims, objectives and Questions of the research
	
	
	
	
	
	
	
	

	Literature review
	
	
	
	
	
	
	
	

	Determining the methodology
	
	
	
	
	
	
	
	

	Analysing the surveys
	
	
	
	
	
	
	
	

	Scheduling the Time Plan
	
	
	· 
	
	
	
	
	

	Findings for the research
	
	
	
	
	
	
	
	

	Analysing the collected Data
	
	
	
	· 
	
	
	
	

	Concluding the overall research
	
	
	
	
	
	
	
	

	Submitting the project
	
	
	
	
	
	
	
	



Table 1: Gantt chart 
Source: (Self-Developed). 
[bookmark: _Toc156817848]Mini-conclusion
The researcher promises that conducting this empirical analysis will help to draw important conclusions of significance for Hilton Hotels & Resorts and other members belonging to the hospitality society in understanding how online reviews influence customer decision. The analysis uses the post-positivist outlook and mixed methodology to explore behavioural patterns of consumers in Britain and India that are more complicated than they might seem. To identify motives and themes that can be employed in the Hilton marketing strategy, an analysis was done on its online ratings. The main features of ethical behaviour that can be used in the process of conducting research are informed consent and confidentiality. This study will also contribute to gaining customer satisfaction and a competence performance in the dynamic environment, hospitality setting.
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