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Abstract 

The hospitality enterprise, particularly the posh inn region, has been notably impacted by the virtual 

revolution. One of the most influential factors of this change is the position of online evaluations in shaping 

client picks. This study examines the impact of online critiques on the choice of 5-megastar inns, thinking 

about elements which includes overview authenticity, score ratings, sentiment analysis, and purchaser 

agree with. Online reviews, shared on platforms like TripAdvisor, Google Reviews, and Booking.Com, 

function a vital decision-making tool for capacity visitors. Unlike traditional marketing methods, user-

generated content material offers firsthand experiences that affect purchaser perceptions. Positive reviews 

decorate an inn's popularity, growth booking costs, and foster logo loyalty, even as bad evaluations can 

deter potential visitors and harm the resort's marketplace function. This examine explores the 

psychological and behavioral components of customers whilst interpreting online reviews. It considers 

how the variety of evaluations, regency, and overall rankings affect selection-making. Additionally, it 

investigates the credibility of critiques, along with the presence of faux evaluations, the position of tested 

visitor feedback, and the effect of management responses to bad critiques. Findings recommend that 

clients closely depend upon online reviews earlier than creating a reservation. High-rated lodges with a 

large extent of wonderful opinions have a tendency to attract greater visitors, even as inconsistent or 

terrible remarks can result in hesitation. Furthermore, ability clients agree with reviews that provide 

specific narratives over normal statements. Sentiment analysis shows that components such as cleanliness, 

service excellent, facilities, and place are most of the maximum frequently mentioned factors influencing 

reserving choices. 

 

Introduction 

The digital age has transformed the manner clients make purchasing choices, and the hospitality industry 

isn't any exception. The rise of online assessment systems has empowered travelers with smooth get 

admission to sizeable quantities of person-generated content material, enabling them to make 

knowledgeable alternatives whilst choosing accommodations. For 5-superstar motels, which rely on their 

recognition and provider excellence, on line opinions have turn out to be an important factor influencing 

patron possibilities. In this context, understanding the position of on-line evaluations inside the selection 

of 5-famous person hotels is essential for each hoteliers and potential guests. The internet has 

revolutionized traditional advertising methods, shifting the focal point from motel-generated promotional 

content material to consumer-driven reviews. Unlike advertisements that spotlight only the positive 

components of a resort, on line opinions present real stories shared by preceding visitors. These opinions, 

available on platforms inclusive of TripAdvisor, Google Reviews, and Booking.Com, provide insights 
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into service satisfactory, services, cleanliness, and typical visitor pride. The transparency offered via on-

line reviews has appreciably altered purchaser behavior, making it imperative for luxurious hotels to 

manage their on-line popularity efficaciously. With the increasing reliance on digital structures, potential 

travelers frequently consult a couple of evaluate assets before finalizing their lodge bookings. They take 

into account factors which includes famous person scores, unique narratives, and the frequency of 

evaluations to evaluate the credibility of the comments. Moreover, clients are prompted through each 

effective and bad reviews. While an excessive score can beautify a lodge's appeal, bad feedback can deter 

potential visitors, despite the fact that the lodge has a normal high-quality reputation. This underscores the 

importance of addressing customer grievances and ensuring that provider standards meet or exceed visitor 

expectations. One of the crucial elements of on line critiques is their impact on purchaser trust. Reviews 

act as a shape of electronic phrase-of-mouth (e-WOM), wherein visitors proportion their experiences with 

an international target market. Unlike personal tips from friends or circle of relatives, online critiques 

attain a much broader target audience, shaping public perception. Travelers are more likely to accept as 

true with opinions from established guests or people with unique descriptions in their stay. Reviews that 

include pictures, videos, or responses from resort management similarly beautify credibility, influencing 

capacity visitors’ selections.  Additionally, the authenticity of on line critiques has been a topic of dialogue 

in latest years. The presence of faux critiques—both overly wonderful ones published by lodge control or 

excessively terrible ones from competition—can lie to customers. To counteract this, many evaluation 

platforms have carried out verification mechanisms, which includes requiring proof of live or the usage 

of AI-primarily based algorithms to detect fraudulent content material. These measures assist maintain the 

integrity of on-line reviews and make certain that vacationers can rely upon them while making their picks. 

The mental and behavioral effect of on line opinions can't be left out. Studies imply that purchasers are 

much more likely to trust and act upon negative evaluations than wonderful ones. This phenomenon, called 

negativity bias, suggests that a few poor opinions can considerably effect a hotel's recognition, even if the 

majority of evaluations are favorable. As an end result, luxurious hotels need to be proactive in addressing 

bad feedback, responding to visitor issues, and demonstrating their commitment to service excellence. 

Moreover, sentiment evaluation of on line reviews exhibits key elements that have an impact on hotel 

selection. Attributes which include room great, customer support, region, and price for cash are often cited 

in visitor reviews. Travelers frequently prioritize cleanliness and body of worker’s behavior, as those 

elements make contributions to universal guest satisfaction. Understanding those patterns allows hoteliers 

to enhance their services and cope with potential areas of subject, thereby enhancing them on line 

popularity. The rise of artificial intelligence and large facts analytics has further transformed the landscape 

of online evaluations. Advanced algorithms can analyze huge volumes of assessment statistics to pick out 

tendencies, come across faux opinions, and offer personalized tips to vacationers. For hotels, AI-driven 

equipment offer treasured insights into guest alternatives, enabling them to tailor their offerings and 

enhance purchaser satisfaction. Machine gaining knowledge of fashions can be expecting patron 

expectations based on ancient data, allowing inns to refine their offerings proactively. In reaction to the 

growing effect of online opinions, 5-celebrity inns have followed various techniques to manipulate their 

online presence. Many resorts actively inspire guests to leave reviews, as a better volume of wonderful 

comments can raise their rankings on assessment structures. Additionally, responding to reviews—both 

wonderful and poor—demonstrates engagement and dedication to guest satisfaction. A nicely-crafted 

reaction to a terrible evaluate can mitigate damage, reassure potential guests, and showcase the inn's 

willpower to resolving problems. Despite the benefits of online opinions, demanding situations remain. 

https://www.ijfmr.com/


 

International Journal for Multidisciplinary Research (IJFMR) 
 

E-ISSN: 2582-2160   ●   Website: www.ijfmr.com       ●   Email: editor@ijfmr.com 

 

IJFMR250240376 Volume 7, Issue 2, March-April 2025 3 

 

The sheer volume of critiques can be overwhelming for customers, making it hard to figure actual remarks 

from biased critiques. Additionally, cultural differences in review expectancies and language boundaries 

can affect how travelers interpret evaluations. Some guests can also have unrealistic expectations, main to 

unfairly poor reviews that do not as it should be replicate the resort's satisfactory. Addressing those 

demanding situations calls for a balanced technique that combines transparency, visitor engagement, and 

information-pushed insights. On-line evaluations have become a pivotal thing in the choice of 5-famous 

person accommodations. They influence purchaser agree with, shape inn reputations, and pressure 

reserving decisions. As the hospitality enterprise maintains to evolve, hotels must adapt to the converting 

panorama by means of leveraging online reviews as a strategic tool. By preserving excessive carrier 

requirements, attractive with guests, and using era to analyze overview statistics, luxury lodges can 

beautify their reputation and appeal to a devoted purchaser base. Future studies should discover the long-

term effect of online evaluation developments on lodge profitability and brand belief, presenting deeper 

insights into the evolving dynamics of the hospitality industry. The have a look at also highlights the 

developing importance of artificial intelligence and gadget gaining knowledge of in reading online 

evaluations. Algorithms can detect fake reviews, offer personalized pointers, and beautify the reliability 

of on line scores. Hotels, in response, are adopting proactive reputation management techniques, together 

with responding to reviews, addressing worries, and leveraging nice remarks to improve their offerings. 

Online critiques play a pivotal position in shaping the choice of 5-big name inns. Hotels that efficiently 

control their on-line popularity by using encouraging effective comments, addressing purchaser 

grievances, and ensuring transparency in their service nice stand a better threat of attracting and 

maintaining visitors. Future studies must cognizance at the lengthy-time period results of online evaluation 

trends on brand loyalty and pricing techniques in the luxurious hotel area. 

 

Research Problem 

The increasing reliance on online reviews has raised concerns about their accuracy, credibility, and overall 

impact on consumer decision-making. While positive reviews can enhance a hotel’s reputation, negative 

reviews—regardless of their validity—can significantly affect bookings. Additionally, the prevalence of 

fake reviews and biased feedback further complicates the decision-making process for travelers. This 

study aims to examine the extent to which online reviews influence the selection of five-star hotels, 

identifying key factors that drive consumer trust and decision-making. 

 

Need of the Study 

With the fast digitalization of the hospitality industry, on-line opinions have grown to be a critical aspect 

affecting enterprise fulfillment. Understanding the impact of on-line reviews is important for inn 

management, because it allows them to expand effective reputation management techniques. Additionally, 

vacationers gain from studies that helps them distinguish between genuine and misleading evaluations, 

permitting them to make nicely-informed choices. The examine will offer insights into how motels can 

leverage tremendous reviews, address bad remarks, and maintain credibility inside the aggressive 

hospitality landscape. 

 

Scope of the Study 

This have a look at makes a specialty of the have an effect on of on line evaluations on the choice of 5-

famous person hotels, commonly reading customer behavior, sentiment evaluation, and resort recognition 
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management techniques. The research will don't forget essential assessment structures together with 

TripAdvisor, Google Reviews, and Booking.Com, analyzing how ratings, evaluate extent, regency, and 

content impact customer choices. The observe may even explore technological improvements which 

include AI-driven evaluate analysis and its function in enhancing assessment credibility. While the number 

one awareness can be on 5-megastar lodges, the findings can be applicable to other segments of the 

hospitality enterprise as properly. 

 

Literature review with Gap analysis 

A complete literature assessment on the effect of online reviews on hotel selection famous numerous 

findings and barriers. Several research has tested the impact of on-line opinions on purchaser decision-

making, resort popularity, and provider satisfactory. However, gaps continue to be in know-how the 

function of AI in assessment credibility, sentiment evaluation of customer remarks, and the long-term 

impact on brand loyalty. 

• Consumer Trust and Online Reviews 

o Sparks & Browning (2011) observed that online opinions appreciably impact accept as true with in 

resort brands. 

o Filieri (2016) referred to that detailed and narrative-wealthy evaluations enhance consumer trust. 

o Gaps: Limited research have a look at how consumers differentiate among genuine and fake reviews. 

• Sentiment Analysis of Reviews 

o Xiang et al. (2017) highlighted that review sentiment impacts resort bookings. 

o Zhang et al. (2020) explored the connection among high quality and poor sentiment in overview texts. 

o Gaps: Few research analyse how precise inn attributes like carrier or cleanliness impact guest 

perceptions. 

• Impact of AI on Review Credibility 

o Luca & Zervas (2016) discussed how algorithm-based fake evaluation detection improves credibility. 

o Kim et al. (2021) delivered AI equipment to research on-line evaluations for authenticity. 

o Gaps: More studies are needed on AI-driven sentiment class and its real-international accuracy. 

• Hotel Management Responses 

o Ye et al. (2011) discovered that management responses to opinions undoubtedly have an effect on 

patron notion. 

o Li et al. (2019) cautioned that personalized responses beautify purchaser pride. 

o Gaps: Limited research discover the long-time period impact of responses on brand loyalty. 

• Role of Review Platforms 

o Gretzel & Yoo (2008) highlighted the dominance of TripAdvisor in shaping customer evaluations. 

o Ladhari & Michaud (2015) examined differences in client believe throughout diverse systems. 

o Gaps: The examine of emerging systems like Instagram and TikTok in lodge selection is lacking. 

• Influence of Negative Reviews 

o Chevalier & Mayzlin (2006) pronounced that poor critiques have a more potent effect than fine ones. 

o Lee & Cranage (2014) located that purchasers spend extra time analysing bad critiques. 

o Gaps: Little research examines how lodges can mitigate the effect of terrible opinions. 

• Long-Term Effects of Online Reviews 

o Xie et al. (2016) determined that online critiques form logo belief through the years. 

o Choe et al. (2021) studied the effect of evaluation tendencies on repeat bookings. 
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o Gaps: More studies are wished on the relationship among evaluate trends and long-term customer 

retention. 

• Pricing and Online Reviews 

o Anderson (2012) discovered that better-rated inns can rate top rate prices. 

o Kwok et al. (2020) examined the elasticity of call for concerning on line ratings. 

o Gaps: Few research examine how pricing techniques have to adapt to poor on line remarks. 

• Demographic Influences on Online Review Interpretation 

o Murphy et al. (2017) located that younger tourists are more motivated with the aid of on line reviews 

than older ones. 

o Sotiriadis (2017) counselled that cultural variations form evaluation interpretation. 

o Gaps: A deeper expertise of generational variations in online review consider is needed. 

• Video Reviews and Hotel Selection 

o Kim & Hardin (2010) explored the developing significance of video critiques on social media. 

o Li et al. (2022) analysed the have an effect on of tour vlogs on patron selections. 

o Gaps: Limited research examines the position of influencers in shaping perceptions of 5-big name 

accommodations. 

 

Gap Analysis Summary 

While enormous studies exist on line reviews and purchaser behaviour, key gaps continue to be: 

1. AI and Fake Review Detection: Studies lack realistic implementation of AI-based answers in filtering 

out fake critiques. 

2. Sentiment Analysis at Attribute Level: Most research focuses on general evaluate sentiment instead of 

analysing precise motel aspects like cleanliness or provider. 

3. Long-Term Brand Loyalty and Online Reviews: Limited research hyperlinks on-line review patterns 

to sustained logo loyalty. 

4. Role of Emerging Social Media Platforms: The effect of Instagram, TikTok, and influencer reviews is 

underexplored. 

5. Impact of Management Responses on Repeat Guests: Few research examine how powerful 

management responses are in securing repeat bookings. 

6. Pricing Adjustments Based on Online Review Trends: More studies are required on how inns have to 

adjust pricing strategies primarily based on fluctuating review sentiments. 

The literature highlights that on line opinions extensively have an impact on inn choice, pricing, and 

recognition control. However, gaps exist in information how AI-driven sentiment evaluation, influencer 

advertising and marketing, and long-term consumer behaviour interact with evaluate tendencies. 

Addressing those research gaps will assist 5-megastar resorts refine their online reputation strategies and 

improve consumer engagement. Future studies should focus on integrating advanced analytics, exploring 

rising evaluation systems, and studying the evolving expectations of digital-age travellers 

 

Gap Analysis Summary 

While great studies exist on online critiques and client conduct, key gaps stay 

1. AI and Fake Review Detection: Studies lack practical implementation of AI-based totally answers in 

filtering out faux evaluations. 
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2. Sentiment Analysis at Attribute Level: Most studies make a speciality of basic evaluation sentiment 

in place of reading unique hotel aspects like cleanliness or carrier. 

3. Long-Term Brand Loyalty and Online Reviews: Limited studies hyperlinks on line assessment 

patterns to sustained brand loyalty. 

4. Role of Emerging Social Media Platforms: The impact of Instagram, TikTok, and influencer 

evaluations is underexplored. 

5. Impact of Management Responses on Repeat Guests: Few studies analyse how effective management 

responses are in securing repeat bookings. 

6. Pricing Adjustments Based on Online Review Trends: More studies are required on how resorts need 

to adjust pricing strategies primarily based on fluctuating assessment sentiments. 

The literature highlights that on-line reviews notably have an effect on lodge choice, pricing, and 

recognition control. However, gaps exist in know-how how AI-pushed sentiment evaluation, influencer 

marketing, and long-time period purchaser behaviour have interaction with overview traits. Addressing 

these studies gaps will help 5-famous person inns refine their on-line reputation techniques and enhance 

patron engagement. Future studies have to focus on integrating advanced analytics, exploring emerging 

overview structures, and analysing the evolving expectations of virtual-age tourists. 

 

Research Design with objectives of research 

The studies design outlines the method and method used to analyse the impact of on line critiques on the 

choice of 5-superstar resorts. This observe adopts a mixed-approach method, combining both qualitative 

and quantitative facts series techniques to offer a comprehensive know-how of client behaviour stimulated 

by on line opinions. 

2. Objectives of the Research 

1. To analyse the influence of online reviews on consumer decision-making in selecting 5-star hotels. 

2. To examine the role of review platforms (TripAdvisor, Google Reviews, social media) in shaping hotel 

selection. 

3. To investigate the impact of positive and negative online reviews on hotel reputation and customer 

trust. 

4. To assess the effectiveness of hotel management responses in mitigating the impact of negative 

reviews. 

 

3. Hypothesis of the Study 

H1: Online critiques substantially influence the selection of 5-superstar lodges. 

Consumers depend heavily on online reviews before reserving high-stop hotels. 

H2: Negative reviews have a more potent impact on purchaser decision-making in comparison to 

high-quality reviews. 

Potential customers pay greater attention to bad feedback and are much more likely to keep away from 

lodges with common proceedings. 

H3: Management responses to on line critiques enhance purchaser consider and resort recognition. 

Personalized and timely responses to bad critiques decorate customer confidence in resort services. 

H4: AI-pushed sentiment analysis improves the credibility of on line reviews. 

Artificial intelligence can correctly differentiate authentic opinions from faux ones, increasing patron 

consider in on line systems. 
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H5: The impact of online reviews varies across demographic segments. 

Younger clients rely greater on line reviews compared to older purchasers while choosing 

accommodations. 

H6: Video evaluations and travel vlogs have a stronger impact on lodge selection than textual 

content-primarily based evaluations. 

Consumers accept as true with visible content material greater than conventional text-based totally 

opinions for lodge selection. 

H7: Online reviews influence hotel pricing techniques and long-time period consumer retention. 

Hotels with higher ratings can price top class fees and have higher lengthy-time period patron loyalty. 

 

4. Research Methodology 

• Research Approach: The observe follows a combined-method technique, incorporating both 

qualitative and quantitative studies. 

• Data Collection: 

• Primary Data: Collected via surveys, interviews, and attention organization discussions with hotel 

visitors and industry professionals. 

• Secondary Data: Extracted from academic journals, enterprise reports, and on line review structures. 

• Sample Size & Target Audience: 

• A survey of 500 hotel guests who've booked 5-superstar motels based totally on on-line opinions. 

• In-depth interviews with 20 inn managers to evaluate their approach to dealing with on line feedback. 

• Data Analysis Techniques: 

• Statistical evaluation the use of SPSS or comparable software program. 

• Sentiment analysis of on-line opinions. 

• Comparative evaluation of purchaser conduct across unique demographics. 

This research layout provides a structured approach to studying the effect of on-line reviews on 5-star 

resort selection. By trying out the hypotheses and reaching the studies goals, the examine targets to offer 

valuable insights into purchaser behaviour, motel control techniques, and the function of virtual platforms 

in shaping hospitality developments. 

 

Theoretical Perspective 

Online opinions have end up an essential component of virtual consumer conduct, appreciably influencing 

shopping selections throughout diverse industries. This paper explores the idea of online reviews, their 

importance in purchaser selection-making, and their effect on businesses. The look at additionally 

examines challenges associated with on line opinions, which include fake opinions, bias, and popularity 

control. Additionally, rising tendencies in on line critiques, together with AI-pushed sentiment evaluation 

and video reviews, are discussed. The findings suggest that on-line evaluations shape logo perception, 

trust, and patron loyalty, making them a vital thing of cutting-edge business strategy. The virtual 

revolution has transformed how customers have interaction with businesses, with online evaluations 

becoming an essential supply of information. Online opinions are consumer-generated evaluations and 

ratings about products, services, or reports, normally shared on systems which includes Google Reviews, 

Yelp, TripAdvisor, and e-commerce web sites like Amazon. These reviews play a vital function in shaping 

patron perceptions, influencing shopping selections, and determining emblem credibility. Online reviews 

seek advice from client-generated comments published on virtual platforms, along with written feedback, 
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star rankings, and multimedia content material which include pix and films. These opinions function a 

shape of electronic word-of-mouth (eWOM), allowing purchasers to percentage their reviews with a 

worldwide target audience. Online evaluations have revolutionized choice-making methods by using 

offering clients with actual-global insights approximately products and services. They enhance 

transparency, build believe, and allow corporations to understand purchaser desires. Studies show that 

over 9ty% of consumers read on-line opinions before making a purchase, highlighting their significance 

in today’s digital economy. Online evaluations have reshaped purchaser selection-making throughout 

industries. They function a vital source of information, influencing agree with, brand notion, and 

purchasing behaviour. While on-line evaluations offer several advantages, challenges inclusive of faux 

evaluations, bias, and recognition control persist. Future improvements in AI, block chain, and influencer 

advertising and marketing are predicted to enhance evaluate authenticity and effectiveness. Businesses 

must prioritize transparency and actively interact with purchaser feedback to preserve credibility and foster 

patron loyalty. 

The digital revolution has converted how customers have interaction with businesses, with online opinions 

turning into a crucial supply of records. Online critiques are user-generated critiques and ratings about 

products, services, or reports, normally shared on structures together with Google Reviews, Yelp, 

TripAdvisor, and e-commerce web sites like Amazon. These opinions play a critical function in shaping 

patron perceptions, influencing shopping choices, and figuring out emblem credibility. 

Online Reviews 

Online critiques check with consumer-generated comments published on digital platforms, inclusive of 

written remarks, big name scores, and multimedia content along with pictures and movies. These opinions 

serve as a shape of electronic word-of-mouth (eWOM), permitting customers to percentage their stories 

with a global target audience. 

Online Reviews 

Online reviews have revolutionized decision-making techniques with the aid of providing customers with 

real-international insights about services and products. They enhance transparency, construct agree with, 

and permit organizations to understand patron needs. Studies show that over 9ty% of clients examine on-

line reviews earlier than making a buy, highlighting their importance in nowadays virtual financial system. 

 

The Impact of Online Reviews on Different Industries 

Hospitality and Tourism: The Power of Online Reviews 

The hospitality and tourism industry heavily relies on online reviews to attract and retain customers. 

Platforms like TripAdvisor, Google Reviews, and Booking.com have reshaped how travelers choose 

hotels, restaurants, and travel experiences. 

• Positive Reviews and Their Impact 

• Hotels with high ratings and positive customer feedback enjoy higher occupancy rates as travelers 

prefer accommodations with favorable reviews. 

• Reviews that highlight exceptional service, cleanliness, prime location, and amenities significantly 

boost trust and bookings. 

• Engaging influencers and travel bloggers for reviews can further enhance credibility and visibility. 

• The Influence of Negative Feedback 

• Poor customer service, hygiene concerns, or misleading advertisements can lead to negative 

reviews, discouraging potential visitors. 
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• A single highly publicized bad experience can severely damage a hotel’s reputation and affect 

revenue. 

• Hotels and restaurants must actively manage their online presence, addressing complaints promptly 

and professionally to mitigate negative impact. 

• The Role of User-Generated Content 

• Travelers rely heavily on photos and videos shared by past guests for a realistic preview of their 

potential stay. 

• Platforms with verified customer content provide greater transparency, increasing consumer trust. 

• Social media and travel vlogs have further amplified the importance of authentic user experiences in 

decision-making. 

 

Restaurants and Food Delivery: The Power of Online Reviews 

The restaurant and food delivery industry relies heavily on online reviews from platforms such as Yelp, 

Zomato, UberEats, and Google Reviews to attract and retain customers. Reviews influence consumer 

preferences and business reputation. 

• Customer Decision-Making 

• Reviews on food quality, service speed, and hygiene play a crucial role in shaping customer choices. 

• Restaurants with consistently high ratings attract more diners and online orders. 

• Customers often check recent reviews and photos before deciding where to eat. 

• Impact of Negative Reviews 

• Negative feedback on food safety, cleanliness, or service issues can severely impact business. 

• Even a few poor reviews on platforms like Yelp or Google can lead to decreased foot traffic and 

online sales. 

• Customers trust detailed and honest reviews, making reputation management essential. 

• Response Strategies for Restaurants 

• Timely and professional responses to negative reviews help restore trust and brand image. 

• Successful businesses acknowledge complaints, apologize, and offer solutions such as discounts or 

improved service. 

• Engaging with both positive and negative feedback shows a commitment to customer satisfaction 

and enhances brand credibility. 

 

Technology and Software: The Role of Online Reviews 

Consumers and businesses rely on online reviews from platforms like Capterra, G2, and Trustpilot to 

evaluate software, gadgets, and digital services. These reviews shape purchasing decisions and influence 

market trends. 

• Influence on SaaS Adoption 

• Businesses assessing Software-as-a-Service (SaaS) solutions prioritize user testimonials, case 

studies, and ratings before investing. 

• Positive feedback on usability, security, and customer support enhances a software's credibility. 

• Negative reviews highlighting performance issues or hidden costs can deter potential buyers. 

• Product Comparisons 

• Consumers compare multiple software options based on real user experiences. 
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• Reviews detailing functionality, pricing, and customer service influence competitive positioning. 

• Companies leverage review insights to refine their offerings and address customer concerns. 

• Trust in Industry Experts 

• Reviews from tech influencers, industry analysts, and verified users significantly impact purchase 

decisions. 

• YouTube, blogs, and LinkedIn serve as key platforms for expert insights and software 

demonstrations. 

• Peer recommendations and B2B reviews on Gartner Peer Insights and similar sites influence 

enterprise investments. 

 

Education and Online Learning 

The education industry, together with universities and online learning platforms, has visible an increasing 

effect of on line reviews. 

• Course Selection: Students and specialists use evaluations to pick out online publications on structures 

like Coursera, Udemy, and edX. 

• University Reputation: Prospective students examine universities based totally on alumni remarks, 

employment fees, and online discussions about campus existence and academics. 

• Instructor Reviews: Feedback on coaching satisfactory, direction content material, and engagement 

degrees can influence enrolment prices. 

 

Key Elements of Online Reviews 

Authenticity and Credibility in Online Reviews 

• Consumer Trust in Genuine Reviews: Shoppers prioritize honest, unbiased feedback when making 

purchasing decisions. A lack of credibility can damage a platform’s reputation and lead to 

skepticism. 

• The Problem of Fake Reviews: Some businesses manipulate ratings by buying fake positive reviews 

or using negative fake reviews to harm competitors. This practice misleads consumers and skews 

overall ratings. 

• Impact of Promotional Bias: Platforms that prioritize paid reviews over genuine customer feedback 

reduce trust. Sponsored content should be clearly disclosed to maintain transparency. 

• Verified Purchase Tags: Many platforms (e.g., Amazon, Google Reviews, TripAdvisor) use 

"Verified Purchase" labels to confirm that a reviewer actually bought or experienced the 

product/service. This helps consumers filter out fake or promotional content. 

Star Ratings and Numerical Scores 

• 5-Star Rating System: Most review platforms use a 5-star system to offer a quick, easy-to-

understand summary of customer satisfaction. 

• Impact on Consumer Behavior: Higher star ratings attract more customers, influencing hotel 

bookings, restaurant visits, and product purchases. 

• Aggregate Ratings Matter: Consumers often focus on the overall average rating, using it as a 

primary decision-making factor before reading individual reviews. 

• Comparison Factor: Ratings allow consumers to compare options quickly, making them essential 

for competitive industries like hospitality and e-commerce. 
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Sentiment Analysis 

• AI-Powered Insights: Businesses use AI tools to analyze review tone, detecting whether feedback is 

positive, negative, or neutral. 

• Customer Satisfaction Trends: AI helps track patterns in consumer feedback, providing insights 

into service improvements. 

• Fake Review Detection: Sentiment analysis can help identify suspiciously generic or extreme 

reviews that may be fraudulent. 

• Real-Time Feedback Processing: Businesses can use sentiment analysis for immediate response 

strategies, improving crisis management. 

Review Recency and Volume 

• Impact of Recent Reviews: Consumers prioritize newer reviews as they reflect the current quality 

of service, amenities, and overall experience. 

• High Review Volume & Credibility: A greater number of reviews increases trustworthiness, 

making potential customers feel more confident in their choices. 

• Search Engine & Platform Rankings: Platforms like Google Reviews and TripAdvisor use review 

volume and recency as ranking factors, influencing a hotel's visibility. 

• Consumer Perception: A mix of recent and consistent reviews is often seen as more reliable than 

a few high-rated but outdated reviews. 

Reviewer Profiles and Influence 

• Verified Consumers & Experts: Reviews from verified purchasers and industry experts carry 

greater credibility, increasing consumer trust. 

• Influencers & Bloggers: Social media personalities play a key role in shaping public perception 

through detailed comparisons, personal experiences, and multimedia content (videos, images, 

etc.). 

• Engagement & Reach: Influencer reviews often reach larger audiences and spark discussions, 

making them more impactful than traditional text-based reviews. 

• Platform-Specific Influence: Certain platforms, like YouTube and TikTok, give more weight to 

visual testimonials, while TripAdvisor and Google Reviews are trusted for written user 

experiences. 

. 

Challenges and Issues in Online Reviews 

Fake Reviews and Manipulation 

o Some agencies pay for faux high quality opinions to enhance their recognition. 

o Negative faux critiques by way of competition can harm emblem credibility. 

o AI is being used to come across and take away fraudulent evaluations. 

Bias and Subjectivity 

• Personal expectations can effect overview tone. 

• Subjective reports result in inconsistencies in scores. 

Reputation Management and Crisis Response 

• Businesses ought to actively display and respond to client feedback. 

• Poor dealing with of negative evaluations can strengthen into a PR crisis. 

 

 

https://www.ijfmr.com/


 

International Journal for Multidisciplinary Research (IJFMR) 
 

E-ISSN: 2582-2160   ●   Website: www.ijfmr.com       ●   Email: editor@ijfmr.com 

 

IJFMR250240376 Volume 7, Issue 2, March-April 2025 12 

 

Algorithmic Bias in Review Platforms 

Preferential Treatment & Sponsorships 

• Some platforms prioritize businesses that pay for advertisements or premium services. 

• Sponsored listings may appear first, influencing consumer choices regardless of review quality. 

• Algorithms may rank certain businesses higher due to hidden factors like partnerships rather than 

actual user ratings. 

Hidden or Suppressed Reviews 

Some reviews may be filtered out or buried, especially if they are negative. 

• Yelp’s algorithm, for example, filters reviews based on user activity, sometimes removing genuine 

feedback. 

• This can create misleading public perception by amplifying positive reviews while downplaying 

criticisms. 

Legal and Ethical Concerns in Online Reviews 

Regulations Against Misleading Reviews 

• Governments worldwide have implemented laws to combat fake and deceptive reviews. 

• Platforms like Amazon, Google, and Yelp use AI to detect and remove fraudulent feedback. 

• Heavy fines and legal action are imposed on businesses engaging in review manipulation. 

Data Privacy Issues 

• Unauthorized Data Collection: Some review platforms gather user feedback without explicit 

consent, raising privacy concerns. 

• GDPR & CCPA Compliance: Regulations like the General Data Protection Regulation (GDPR) 

in Europe and California Consumer Privacy Act (CCPA) enforce transparency and user control 

over personal data. 

• Businesses must ensure data security when handling customer reviews to avoid legal penalties. 

Future Trends in Online Reviews 

AI and Machine Learning in Review Analysis 

• AI is improving review authenticity by using detecting faux content. 

• Automated chatbots assist in collecting and studying comments. 

Video and Influencer Reviews 

o YouTube, TikTok, and Instagram are getting primary systems for product evaluations. 

o Consumers consider video testimonials greater than textual content-based totally reviews. 

Blockchain for Review Transparency 

Blockchain technology is transforming online reviews by ensuring authenticity, security, and 

trustworthiness in consumer feedback. 

Key Benefits: 

• Tamper-Proof Reviews: Once a review is recorded on the blockchain, it cannot be altered or 

deleted, preventing fraudulent modifications. 

• Decentralized System: Unlike traditional platforms controlled by a single entity, blockchain-based 

reviews are stored on a distributed ledger, reducing the risk of bias or manipulation. 

• Verified User Feedback: By using cryptographic verification, blockchain ensures that only genuine 

customers who have actually used a service or product can submit reviews. 

• Enhanced Consumer Trust: A transparent and immutable review system builds credibility and 

confidence among potential buyers. 
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Augmented Reality (AR) Reviews 

Augmented Reality (AR) is transforming the way consumers interact with online reviews by offering 

immersive, real-time experiences: 

• Interactive Review Experiences: AR applications enable users to visualize reviews in a dynamic 

format, enhancing engagement and trust. 

• Virtual Hotel & Restaurant Previews: Consumers can take virtual hotel tours, explore room layouts, 

and preview restaurant atmospheres before making a booking. 

Personalized Review Recommendations 

With advancements in artificial intelligence, review platforms are increasingly leveraging AI-driven 

algorithms to enhance user experience by offering tailored review suggestions: 

• AI-Based Algorithms: Intelligent recommendation systems analyze user preferences, past searches, 

and booking history to suggest relevant reviews. 

• Customized Content: Personalized review curation helps users quickly find feedback that aligns with 

their specific needs, making the decision-making process more efficient. 

By integrating AI-driven personalization, review platforms can provide more relevant, reliable, and 

user-centric insights, ultimately improving consumer trust and satisfaction. 

Online reviews have reshaped customer selection-making across industries, influencing accept as 

true with, emblem belief, and purchasing behaviour. While online reviews provide numerous 

benefits, demanding situations such as faux critiques, bias, and popularity control persist. Future 

improvements in AI, block chain, and influencer advertising and marketing are anticipated to 

beautify review authenticity and effectiveness. Businesses must prioritize transparency and actively 

interact with purchaser remarks to preserve credibility and foster Future Research Directions 

As online reviews continue to shape consumer decisions, several areas require further exploration to 

enhance trust, accuracy, and ethical standards in review systems: 

o Impact of AI on Fake Review Detection 

• Further research is needed to assess AI’s effectiveness in identifying and removing fake reviews in 

real time. 

• Examining the role of machine learning algorithms in distinguishing authentic user feedback from 

fraudulent content. 

o Consumer Behaviour and Video Reviews 

• Investigating how video reviews compare to traditional text-based reviews in influencing purchasing 

decisions. 

• Exploring consumer engagement levels with visual and spoken testimonials. 

o Ethical Implications of Review Manipulation 

• Analyzing the legal and ethical consequences of fake reviews and biased feedback. 

• Evaluating the responsibility of online platforms in preventing review fraud. 

o Cultural Differences in Review Interpretation 

• Studying how cultural factors influence consumer trust in online reviews. 

• Understanding regional preferences in review credibility and rating systems. 

o Psychological Impact of Negative Reviews 

• Exploring how negative reviews affect consumer emotions and brand perception. 

• Assessing whether response strategies can mitigate the long-term damage of unfavorable feedback. 
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By addressing those studies gaps, future studies can offer deeper insights into the evolving role of 

online critiques in digital trade and customer behaviour. 

1.Influence of Online Reviews on Consumer Decision-Making in Selecting 5-Star Hotels 

In the digital age, online reviews play a crucial role in shaping consumer preferences when selecting 5-

star hotels. Travelers heavily rely on user-generated content to make informed choices, as reviews 

provide firsthand insights into past guest experiences. 

Unlike traditional word-of-mouth recommendations, online reviews reach a wider audience and carry 

greater influence due to their accessibility and perceived credibility. Studies indicate that travelers 

consult multiple review sources before making a booking decision, considering factors such as: 

✔ Star ratings – Quick indicators of overall hotel quality 

✔ Detailed narratives – Personalized guest experiences and service insights 

✔ Reviewer authenticity – Verified stays increase trust in feedback 

Positive reviews create a strong perception of luxury, comfort, and reliability, increasing booking 

confidence. In contrast, negative reviews can deter potential guests, even if the majority of feedback is 

positive, as travelers tend to focus on recurring issues. 

The impact of online reviews extends beyond first-time guests—even repeat travelers consult them to 

validate past experiences or explore new accommodation options. Understanding how online reviews 

influence consumer decision-making allows hotels to develop effective strategies for enhancing their 

digital presence, reputation management, and guest satisfaction. 

 

2.The Role of Review Platforms (TripAdvisor, Google Reviews, Social Media) in Shaping Hotel 

Selection 

Online review platforms play a crucial role in shaping consumer decision-making when selecting hotels. 

Travelers rely on peer-generated content to evaluate hotels based on authentic experiences rather than 

promotional materials. Different platforms influence hotel selection in unique ways: 

1. Traditional Review Websites: TripAdvisor & Booking.com 

✅ TripAdvisor and Booking.com are leading travel-focused platforms known for: 

• Detailed user-generated reviews 

• Star ratings & ranking systems 

• Verified customer experiences 

These platforms help potential guests compare hotels based on past visitor feedback, providing valuable 

insights into service quality, cleanliness, amenities, and location. 

2. Google Reviews: Accessibility & Influence on Search Rankings 

As part of Google Search and Google Maps, Google Reviews provides: 

• Quick access to hotel ratings & customer feedback 

• Influence on local search rankings & SEO 

• Integration with Google Maps for location-based recommendations 

Because Google is widely used, hotels with high ratings and positive reviews benefit from increased 

visibility and credibility, influencing booking decisions. 

3. Social Media: The Power of Visual & Influencer Marketing 

Platforms like Instagram, Facebook, TikTok, and YouTube have revolutionized the hotel review 

landscape. Social media influences travelers through: 
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• User-generated content (photos, stories, & reels showcasing hotels) 

• Influencer endorsements & travel vlogs 

• Real-time customer interactions & engagement 

Many travelers now seek hotel recommendations via social media posts, influencer reviews, and 

customer comments rather than traditional review sites. YouTube travel vlogs offer an immersive 

experience, allowing potential guests to visualize a hotel's ambiance, facilities, and service quality 

before booking. 

The Multi-Dimensional Review Ecosystem 

The convergence of multiple review platforms has created a diverse and interconnected review 

environment. To maintain a strong digital presence, hotels must: 

✔ Engage with customers across multiple channels 

✔ Actively manage their online reputation 

✔ Leverage social media for brand storytelling & customer interaction 

By optimizing their presence across review platforms and social media, hotels can influence consumer 

perceptions, attract bookings, and enhance their competitive advantage in the digital marketplace. 

 

3.The Impact of Positive and Negative Online Reviews on Hotel Reputation and Customer Trust 

The nature of online reviews—whether positive or negative—directly influences a hotel's reputation 

and customer trust. 

✅ Positive reviews serve as powerful marketing tools, enhancing a five-star hotel's credibility and 

desirability. A steady flow of favorable feedback can: 

• Boost ratings 

• Attract premium clientele 

• Justify higher pricing 

❌ Conversely, negative reviews can significantly harm a hotel’s reputation, particularly when they 

highlight critical issues such as: 

• Poor service 

• Unhygienic conditions 

• Fraudulent practices 

Potential guests often focus on recurring complaints, seeing them as red flags that could deter bookings 

and lead to revenue loss. 

The Weight of Negative Reviews 

Research suggests that customers trust negative reviews more than positive ones, as they perceive them 

to be: 

✔️ More honest 

✔️ More reflective of real experiences 

Additionally, the emotional tone of negative feedback plays a crucial role: 

• Angry or frustrated reviews may strongly discourage potential guests. 

• Constructive criticism can be viewed as an opportunity for improvement rather than a deal-breaker. 

A hotel's ability to manage and respond to reviews—especially negative ones—greatly influences 

customer trust and long-term brand perception. Proactive engagement with guest feedback can turn 

criticism into a tool for service improvement and reputation management. 
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This version enhances clarity, professionalism, and readability while maintaining the core message. Let 

me know if you’d like any adjustments! 😊 

4. The Effectiveness of Hotel Management Responses in Mitigating the Impact of Negative Reviews 

The way hotel management responds to online reviews, particularly negative ones, plays a crucial role 

in damage control and brand reputation management. Research suggests that prompt, professional, 

and empathetic responses to negative feedback can lessen its impact and even convert dissatisfied 

guests into loyal customers. 

Hotels that: 

• Acknowledge concerns 

• Apologize sincerely 

• Offer tangible solutions 

are more likely to rebuild trust and improve their public image. Personalized responses addressing 

specific complaints demonstrate a commitment to customer satisfaction, enhancing credibility and 

guest loyalty. 

Conversely, ignoring negative reviews or responding defensively can lead to: 

• Greater customer dissatisfaction 

• Negative word-of-mouth 

• A damaged brand reputation 

Proactive reputation management strategies—such as following up with dissatisfied guests, 

implementing feedback-driven improvements, and promoting positive reviews—help hotels 

maintain their five-star status and customer trust. 

Analyzing effective response strategies can provide valuable insights into how hotels can enhance 

service recovery efforts and maintain a competitive advantage in the hospitality industry. 

This version is concise, professional, and well-structured. Let me know if you’d like any further 

refinements! 😊 

The way hotel management responds to online reviews, particularly negative ones, plays a crucial role 

in damage control and brand reputation management. Research suggests that prompt, professional, 

and empathetic responses to negative feedback can lessen its impact and even convert dissatisfied 

guests into loyal customers. 

Hotels that: 

• Acknowledge concerns 

• Apologize sincerely 

• Offer tangible solutions 

are more likely to rebuild trust and improve their public image. Personalized responses addressing 

specific complaints demonstrate a commitment to customer satisfaction, enhancing credibility and 

guest loyalty. 

Conversely, ignoring negative reviews or responding defensively can lead to: 

• Greater customer dissatisfaction 

• Negative word-of-mouth 

• A damaged brand reputation 

Proactive reputation management strategies—such as following up with dissatisfied guests, 

implementing feedback-driven improvements, and promoting positive reviews—help hotels 

maintain their five-star status and customer trust. 
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Analyzing effective response strategies can provide valuable insights into how hotels can enhance 

service recovery efforts and maintain a competitive advantage in the hospitality industry. 

This version is concise, professional, and well-structured. Let me know if you’d like any further 

refinements! 😊 

General Review Platforms 

General review platforms cater to a broad range of businesses, allowing consumers to share their 

experiences with various services, including restaurants, retail stores, and professional services. These 

platforms play a crucial role in shaping public perception, influencing purchasing decisions, and 

helping businesses build credibility (Smith & Johnson, 2022). Companies rely on these platforms to 

enhance their services, attract new customers, and maintain a strong online presence. 

Google Reviews 

Google Reviews is one of the most influential and widely used online review platforms, integrated 

with Google Search and Google Maps (Google, 2023). Users can leave star ratings, detailed feedback, 

and upload photos of their experiences at various businesses. Given Google’s dominance in search 

engines, businesses with positive reviews tend to rank higher in search results, increasing their visibility 

to potential customers. 

Additionally, Google Reviews plays a significant role in local SEO (Search Engine Optimization), 

influencing how often a business appears in map searches and local listings (Brown, 2023). The platform 

also enables direct engagement between businesses and customers through owner responses, fostering 

trust and customer satisfaction (Jones, 2022). 

Yelp 

Yelp is a popular review platform, particularly in North America, that focuses on restaurants, local 

businesses, salons, auto services, and healthcare providers (Davis, 2021). Unlike Google Reviews, 

Yelp follows an evaluation filtering system, where reviews are automatically filtered based on user 

activity and credibility. 

Users can rate businesses on a five-star scale, upload photos, and provide in-depth feedback about 

their experiences (Smith, 2022). Yelp is particularly powerful in the hospitality and dining industries, 

where high ratings directly impact customer traffic (Harrison, 2023). However, one common criticism 

is Yelp’s advertising model, where businesses claim that higher ad spending affects review visibility 

(Williams, 2022). Despite this, Yelp remains an essential platform for consumer engagement, helping 

businesses refine their offerings based on feedback. 

Facebook Reviews 

With over 2 billion users worldwide, Facebook Reviews is a significant platform for businesses to build 

their online reputation (Facebook, 2023). Customers can leave ratings and detailed reviews on 

business pages, allowing companies to engage with their audience through feedback and responses 

(Jones, 2022). 

Since Facebook is a social media platform, reviews often reach a wider audience, as users can share 

their experiences directly with friends and followers. This word-of-mouth effect enhances trust, as 

people tend to rely on recommendations from their personal networks (Davis, 2021). 

Businesses can also leverage Facebook Insights to track customer engagement, helping them improve 

services and marketing strategies (Brown, 2023). Additionally, the integration of Facebook 

Messenger allows for direct communication between customers and businesses, improving customer 

service experiences (Williams, 2022). 
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Key Features of General Review Platforms 

• Star Ratings & User Comments – Customers rate businesses and provide detailed feedback. 

• Business Responses – Owners can respond to reviews, addressing customer concerns. 

• SEO & Search Integration – Google Reviews influence business rankings in search results. 

• Social Media Impact – Facebook Reviews enhance customer feedback through sharing. 

By offering valuable consumer insights and enabling businesses to manage their online presence, 

general review platforms significantly impact consumer behavior and business success (Smith & 

Johnson, 2022). 

2. Travel and Hospitality Review Platforms 

The travel and hospitality industry relies heavily on online reviews, as travelers frequently base their 

decisions on feedback from previous guests. Review platforms play a crucial role in helping consumers 

compare hotels, flights, vacation rentals, and tourist attractions before making reservations. These 

platforms also ensure credibility and authenticity by featuring verified reviews (Smith & Johnson, 

2022). 

TripAdvisor 

TripAdvisor is the world’s largest travel review platform, featuring millions of reviews on hotels, 

resorts, restaurants, and tourist attractions. Established in 2000, it has grown into a go-to resource for 

travelers seeking authentic insights before booking accommodations or experiences (TripAdvisor, 

2023). The platform allows users to rate hotels and attractions on a five-point scale, write detailed 

reviews, and upload photos and videos to support their experiences. Additionally, hotels and businesses 

can respond to reviews, fostering customer engagement and relationship management (Davis, 2021). 

TripAdvisor employs an algorithmic ranking system that determines how hotels and attractions appear 

in search results based on factors such as review recency, frequency, and overall ratings. Businesses 

that actively engage with customers and maintain a strong reputation tend to rank higher, leading to 

increased visibility and bookings (Brown, 2023). 

Key Benefits of TripAdvisor 

• Peer-reviewed recommendations help travelers make informed decisions. 

• User-generated photos provide more reliable representations than promotional hotel images. 

• Hotel rankings significantly influence bookings, as travelers prioritize highly-rated 

accommodations. 

By offering authentic user feedback and an interactive platform for businesses, TripAdvisor plays a 

pivotal role in the travel industry, shaping consumer choices and enhancing brand credibility (Jones, 

2022). 

Booking.Com 

Booking.Com is primarily a resort reserving website, however it additionally features visitor evaluations 

based on verified stays. Unlike some systems wherein all and sundry can go away an evaluation, only 

customers who've finished a booking can charge their revel in, ensuring authenticity. Guests compare 

accommodations on components consisting of cleanliness, consolation, location, centres, and team of 

worker’s service. 

One unique element of Booking.Com is its scoring system, which assigns numerical scores to distinctive 

factors of the live. This special breakdown permits potential guests to evaluate whether an inn meets their 

unique options. Additionally, Booking.Com’s AI-powered recommendation system indicates lodges based 

on a user’s beyond bookings and possibilities. 
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Key Features of Booking.Com Reviews 

o Only confirmed visitors can go away evaluations, ensuring credibility. 

o Offers an in depth scoring system (e.g., cleanliness, team of workers, facilities). 

o Integrates with motel reserving, making the evaluation device without delay influential on income. 

Expedia & Hotels.com 

Expedia and Hotels.com are online travel agencies (OTAs) that enable users to book accommodations, 

flights, and car rentals while providing a review section where travelers can share feedback (Expedia 

Group, 2023). As these platforms bundle multiple travel services, they attract a diverse audience, 

including leisure and business travelers. 

Expedia and Hotels.com utilize a star-rating system and classify reviews based on travel type (e.g., solo 

traveler, family, business trip), allowing users to filter feedback that aligns with their preferences. 

Additionally, their loyalty programs incentivize repeat bookings, making customer feedback an 

essential aspect of the user experience. 

Advantages of Expedia & Hotels.com Reviews 

• Filtered reviews help travelers find feedback from similar demographics. 

• Seamless integration with bookings ensures that highly rated hotels receive more reservations. 

• Loyalty programs encourage returning customers to leave reviews while earning rewards. 

By combining user-generated feedback with a structured review system, Expedia and Hotels.com 

enhance transparency and help travelers make more informed decisions (Smith & Brown, 2022). 

Key Benefits of Airbnb Reviews 

Airbnb’s two-way review system allows both guests and hosts to provide feedback, fostering 

transparency and trust within the platform (Airbnb, 2023). Unlike traditional hotel reviews, Airbnb 

reviews emphasize non-traditional lodging, enabling travelers to discover unique accommodations 

tailored to their preferences. 

• The two-way feedback system ensures accountability for both parties. 

• Reviews highlight non-traditional stays, such as tiny homes, treehouses, and boutique rentals. 

• The Superhost program rewards exceptional hosts with greater visibility, enhancing their ability to 

attract bookings. 

Review systems have transformed the hospitality and travel industry, significantly influencing where 

travelers stay, dine, and visit (Smith & Johnson, 2022). Platforms such as TripAdvisor, Booking.com, 

Expedia, and Airbnb have increased consumer reliance on peer recommendations to make informed 

choices. As a result, hotels and property owners must actively maintain a positive online presence, 

manage feedback effectively, and address customer concerns to remain competitive in the evolving 

market. 

 

1.Influence on Consumer Decision-Making 

Online reviews serve as a primary source of information for travelers when selecting a hotel. Research 

indicates that over 90% of consumers read online reviews before making a booking decision 

(BrightLocal, 2023). Guests assess past experiences shared by other travelers to determine whether a hotel 

meets their expectations in cleanliness, service quality, location, and amenities. 

• Positive reviews increase the likelihood of bookings by reassuring potential guests about service 

quality. 

• Negative reviews deter travelers, leading to revenue loss. 
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• Detailed feedback allows guests to select hotels based on specific preferences, such as family-

friendly amenities or business facilities. 

For example, a hotel with consistent 4.5-star ratings and detailed positive reviews will attract more 

bookings than a comparable property with mixed reviews and lower ratings. 

 

2.Impact on Hotel Reputation and Brand Image 

In the hospitality industry, reputation is critical. Online reviews contribute to a hotel's digital footprint, 

significantly influencing public perception. A strong online reputation fosters trust and credibility, 

whereas negative feedback can harm a hotel’s brand image. 

• Hotels with high ratings and positive reviews are perceived as more reliable and superior service 

providers. 

• Reputation influences corporate partnerships, as travel agencies and businesses prefer to book 

hotels with strong reviews for their clients. 

• Travelers frequently compare multiple hotels based on review ratings before making a final decision. 

For example, luxury hotel chains such as The Ritz-Carlton and Marriott maintain strong reputations 

by encouraging guest reviews and responding professionally to feedback. 

 

3.Competitive Advantage in the Market 

The hotel industry is highly competitive, offering travelers numerous options. Online reviews help hotels 

differentiate themselves by showcasing their unique strengths. Hotels with a higher number of positive 

reviews often gain a competitive edge. 

• A higher star rating (4.5+) increases the likelihood of appearing at the top of booking platforms such 

as TripAdvisor and Booking.com. 

• Travelers prefer hotels with recent and positive reviews, leading to increased bookings. 

• Customer service excellence and specialized offerings can be highlighted through guest feedback, 

enhancing differentiation. 

For example, a boutique hotel with exceptional customer service reviews can compete with larger chain 

hotels by emphasizing its personalized guest experience. 

 

4.Impact on Revenue and Pricing Strategy 

Hotels with higher ratings can charge premium prices, whereas those with lower scores often need to offer 

discounts to attract bookings. Research indicates that: 

• A one-star increase in a hotel's rating can lead to a 5–9% rise in revenue per available room 

(RevPAR). 

• Customers are willing to pay more for a hotel with higher reviews, even if it is slightly more expensive 

than competitors. 

• Poor reviews compel hotels to offer discounted rates, which can negatively impact profitability. 

For example, a five-star hotel with consistently positive reviews can justify higher room rates due to 

perceived value, while a hotel with poor reviews may need to reduce prices to remain competitive. 

 

5. Enhancing Customer Trust and Loyalty 

Trust plays a significant role in consumer behavior. Hotels that consistently receive positive reviews foster 

strong relationships with their customers, leading to repeat bookings and long-term brand loyalty. 
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• Responding to guest reviews demonstrates that the hotel values customer feedback and is committed 

to service improvements. 

• Loyal customers who leave positive reviews influence new travelers to choose the same hotel. 

• Trust in a hotel’s brand encourages word-of-mouth recommendations, increasing direct bookings. 

For example, a hotel that actively engages with guests by expressing gratitude for positive feedback and 

addressing concerns in negative reviews can cultivate a loyal customer base. 

 

6.Influence of Social Media and Review Platforms 

With the rise of social media, online reviews are no longer limited to travel-specific platforms such as 

TripAdvisor. Instead, platforms like Instagram, Facebook, TikTok, and YouTube significantly influence 

consumer perceptions. 

• Guests frequently share their experiences on social media, increasing a hotel’s visibility. 

• Influencers and travel bloggers create video reviews that substantially impact a hotel’s reputation. 

• A single viral review or positive travel vlog can lead to a surge in bookings. 

For example, a luxury hotel featured in a popular travel vlogger’s YouTube review may experience a 

notable increase in online searches and reservations. 

 

7.Importance of Management Responses to Reviews 

Hotels that actively respond to reviews—both positive and negative—demonstrate professionalism and a 

customer-centric approach. Engaging with guest feedback can: 

• Mitigate the impact of negative reviews by addressing concerns and providing solutions. 

• Show potential guests that the hotel values customer experiences. 

• Strengthen guest relationships by expressing gratitude for positive feedback. 

For example, if a guest leaves a negative review about slow check-in services, the hotel can respond with 

an apology and highlight improvements made to expedite the process. This reassures potential customers 

that guest concerns are taken seriously. 

 

8. Role in Search Engine Optimization (search engine optimization) and Visibility 

Online opinions play a crucial function in an inns seek rating on platforms like Google, TripAdvisor, and 

Booking.Com. Hotels with better evaluation ratings and frequent comments seem higher in seek 

consequences, increasing their probabilities of getting booked. 

o Search engines prioritize accommodations with latest and applicable evaluations. 

o High engagement in evaluations results in better visibility on Google Maps and journey structures. 

o More opinions imply higher credibility, leading to an increase in direct bookings. 

Example: A motel with heaps of new fine critiques will show up better on Google Maps when customers 

look for “high-quality motels in [city]”. 

Driving Improvements in Hotel Services 

Online reviews provide valuable insights into guest experiences, enabling hotels to identify strengths and 

areas for improvement. By analyzing customer feedback, hotels can: 

• Enhance service quality based on recurring guest concerns. 

• Recognize emerging trends, such as eco-friendly accommodations or smart hotel features. 

• Implement targeted staff training to ensure consistent guest satisfaction. 
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For example, if multiple guests leave reviews citing poor Wi-Fi connectivity, hotel management can invest 

in upgraded infrastructure to enhance the overall guest experience. 

10. Future Trends: AI, Video Reviews, and Sentiment Analysis 

The future of online reviews is evolving with artificial intelligence (AI), sentiment analysis, and video-

based testimonials. Several trends are shaping the industry: 

• AI-driven sentiment analysis enables hotels to track guest emotions and trends in feedback. 

• Video reviews on platforms such as TikTok and Instagram Reels are becoming more popular than 

traditional text-based reviews. 

• Chatbots and automation facilitate the process of leaving feedback for guests. 

Example: Some hotels now use AI tools to analyze large volumes of guest reviews and identify key 

themes such as "excellent breakfast" or "slow check-in." This data-driven approach helps management 

make informed improvements. 

Online reviews serve as a powerful tool for the hotel industry, directly influencing consumer decision-

making, revenue, reputation, and service enhancements. Hotels that proactively manage their online 

reputation, respond to guest feedback, and leverage positive reviews benefit from increased bookings, 

stronger brand loyalty, and a competitive edge in the market. 

The Role of Online Reputation Management in the Hospitality Industry 

Online hotel reputation management encompasses all efforts to enhance how the public perceives a hotel 

online. The most critical aspect of reputation management is monitoring and responding to guest reviews 

across platforms such as TripAdvisor, Yelp, online travel agencies (OTAs), and social media. Tracking 

guest feedback also allows hotels to identify and address operational issues, thereby maintaining a positive 

online presence. 

Key statistics highlight the importance of online reviews in consumer decision-making: 

• 81% of travelers read reviews before booking a hotel. Positive and recent reviews increase a hotel's 

visibility on review platforms and OTAs, helping potential guests discover the property. 

• 79% of travelers prefer hotels with higher ratings when choosing between two otherwise similar 

properties. This factor is particularly crucial in competitive markets and during off-peak seasons, 

where every booking counts. 

• Higher review scores correlate with increased revenue. A study conducted by Cornell University 

found that if a hotel improves its review score by one point, it can raise its rates by 11.2% while 

maintaining the same occupancy levels. 

• Demonstrating guest appreciation fosters loyalty. Responding to reviews shows that a hotel values 

guest opinions and their overall experience, setting the stage for repeat visits and encouraging potential 

bookers who are impressed by the hotel's engagement. 

Identifying and Addressing Service Shortcomings 

Monitoring guest reviews can help hotels quickly detect and resolve service deficiencies. For example: 

• A recurring maintenance issue can be promptly addressed. 

• Consistently slow service in a specific department can be improved through staff training and 

operational changes. 

Encouraging More Positive Reviews 

Research from the Harvard Business Review found that, on average, hotels that begin responding to guest 

feedback experience a 12% increase in review volume and an improvement in overall ratings. This 

positive cycle enhances the hotel's reputation and visibility. 
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To further boost review volume and ratings, hotels can implement automated review request systems. For 

instance, Canary enables hotels to automate guest feedback requests, ensuring a steady flow of positive 

reviews that enhance the hotel's online presence. 

Best Practices for Hotel Online Review Management 

Effective online review management comprises three essential components: 

1. Responding to Hotel Reviews Professionally 

2. Encouraging More Positive Hotel Reviews 

3. Utilizing Software to Streamline Online Review Management 

Responding to Hotel Reviews Professionally 

Guests frequently provide feedback regarding their hotel experience. The following best practices should 

be considered when responding to online reviews: 

1. Answer as Many Reviews as Possible: Ideally, hotels should respond to all reviews. However, if 

time is limited, it is crucial to respond to both positive reviews with detailed feedback and negative 

reviews with solutions. A balance of responses demonstrates the hotel’s commitment to customer 

satisfaction. 

2. Respond in a Timely Manner: Swift responses are particularly essential when addressing complaints. 

According to Review Tracker, 53% of customers expect a response to negative reviews within a week. 

Timely engagement indicates the hotel's commitment to problem resolution. 

3. Maintain a Consistent Brand Voice and Guidelines: Responses should reflect the hotel's established 

tone and style. If multiple staff members manage reviews, a style guide should be developed to ensure 

uniformity. 

4. Write a Personalized and Relevant Reply: Although using templates can save time, responses 

should be customized for each review to maintain authenticity. Personalized interactions enhance the 

hotel's credibility. 

5. Remain Professional and Courteous: When addressing complaints, it is essential to maintain 

professionalism, even if the complaint appears unjustified. Defensive responses can negatively impact 

the hotel’s reputation. Effective responses should: 

o Express gratitude for the feedback. 

o Apologize for any inconvenience experienced. 

o Offer a solution and outline corrective measures. 

o Invite the guest to return for an improved experience. 

Adhering to these best practices fosters customer satisfaction and enhances a hotel’s online reputation, 

ultimately leading to increased bookings and long-term success. 
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DATA COLLECTION ANALYSIS OF DATA 

Q1. What is your gender? 

 
INTERPRETATION 

 Ratio 

Male 70% 

Female 30% 

Male 

Female 

 

Q2. What is your age? 

 

Ratio

Male

Female
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MEN WOMEN 

21-25 15% 5% 

26-31 30% 15% 

32-40 10% 7% 

40+ 15% 3% 

INTERPRETATION 

According to the survey out of 100% MEN are 21-25-15%, 26-31-30%, 32-forty-10%, forty+-15%. 

WOMEN are 21-25-5%, 26-31-15%, 32-forty-7%, 40+-3%. 

21-25 

26-31 

32-40 

40+ 

 

3. Online evaluations substantially have an impact on my preference of a 5-big name motel. 

 
 

 MEN WOMEN 

Strongly Disagree 10% 3% 

Disagree 10% 7% 

Neutral 10% 5% 

Agree 15% 5% 

Strongly Agree 25% 10% 

INTERPRETATION 

According to the survey out of 100% half of the men respondent said Strongly Disagree-10%, Disagree-

10%, Neutral-10%, Agree-15%, Strongly Agree-25%. WOMEN SAID Strongly Disagree-3%, Disagree-

7%, Neutral-5%, Agree-5%, Strongly Agree-10%. 
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Disagree 

Neutral 

Agree 

Strongly Agree 

Answer: 5 (Strongly Agree) 

 

4. I trust on line opinions extra than traditional resort commercials. 

 
 

 MEN WOMEN 

Strongly Disagree 10% 3% 

Disagree 10% 7% 

Neutral 10% 5% 

Agree 25% 10% 

Strongly Agree 15% 5% 

INTERPRETATION 

According to the survey out of 100% half of the guy’s respondent stated strongly Disagree-10%, Disagree-

10%, Neutral-10%, Agree-25%, Strongly Agree-15%. WOMEN SAID Strongly Disagree-3%, Disagree-

7%, Neutral-5%, Agree-10%, Strongly Agree-5%. 

Strongly Disagree 

Disagree 

Neutral 

Agree 

Strongly Agree 

Answer: 4 (Agree) 

 

 

 

14%

14%

14%

36%

22%

MEN, WOMEN

Strongly Disagree Disagree Neutral Agree Strongly Agree

https://www.ijfmr.com/


 

International Journal for Multidisciplinary Research (IJFMR) 
 

E-ISSN: 2582-2160   ●   Website: www.ijfmr.com       ●   Email: editor@ijfmr.com 

 

IJFMR250240376 Volume 7, Issue 2, March-April 2025 27 

 

5. I rely on platforms like TripAdvisor, Google Reviews, and social media while choosing a 5-

megastar inn. 

 
 

 MEN WOMEN 

Strongly Disagree 10% 3% 

Disagree 10% 7% 

Neutral 10% 5% 

Agree 15% 5% 

Strongly Agree 25% 10% 

INTERPRETATION 

According to the survey out of a hundred% 1/2 of the men respondent stated Strongly Disagree-10%, 

Disagree-10%, Neutral-10%, Agree-15%, Strongly Agree-25%. WOMEN SAID Strongly Disagree-3%, 

Disagree-7%, Neutral-5%, Agree-5%, Strongly Agree-10%. 

Strongly Disagree 

Disagree 
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Agree 

Strongly Agree 

Answer: 5 (Strongly Agree) 
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6. User-generated content (e.g., pix and films in opinions) affects my perception of a motel’s great. 

 
 

 
MEN WOMEN 

Strongly Disagree 10% 3% 

Disagree 10% 7% 

Neutral 10% 5% 

Agree 25% 10% 

Strongly Agree 15% 5% 

INTERPRETATION 

According to the survey out of one hundred% half of the men respondent stated strongly Disagree-10%, 

Disagree-10%, Neutral-10%, Agree-25%, Strongly Agree-15%. WOMEN SAID Strongly Disagree-3%, 

Disagree-7%, Neutral-5%, Agree-10%, Strongly Agree-5%. 
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7. A massive variety of advantageous evaluations increases me believe in an inn. 

 
 

 MEN WOMEN 

Strongly Disagree 10% 3% 

Disagree 10% 7% 

Neutral 10% 5% 

Agree 15% 5% 

Strongly Agree 25% 10% 

INTERPRETATION 

According to the survey out of 100% half of the guy’s respondent stated Strongly Disagree-10%, Disagree-

10%, Neutral-10%, Agree-15%, Strongly Agree-25%. WOMEN SAID Strongly Disagree-3%, Disagree-

7%, Neutral-5%, Agree-5%, Strongly Agree-10%. 
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8. Negative reviews strongly have an effect on my selection to keep away from booking a resort. 

 
 

 
MEN WOMEN 

Strongly Disagree 10% 3% 

Disagree 10% 7% 

Neutral 10% 5% 

Agree 25% 10% 

Strongly Agree 15% 5% 

INTERPRETATION 

According to the survey out of one hundred% 1/2 of the guy’s respondent stated strongly Disagree-10%, 

Disagree-10%, Neutral-10%, Agree-25%, Strongly Agree-15%. WOMEN SAID Strongly Disagree-3%, 

Disagree-7%, Neutral-5%, Agree-10%, Strongly Agree-5%. 
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9. A lodge’s professional and timely reaction to bad opinions improves me consider in the emblem. 
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Strongly Disagree 10% 3% 

Disagree 10% 7% 
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Agree 15% 5% 
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According to the survey out of a hundred% 1/2 of the men respondent said Strongly Disagree-10%, 
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10. I am in all likelihood to rethink reserving a hotel if control addresses poor remarks 

transparently. 
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According to the survey out of a hundred% half of the guy’s respondent stated strongly Disagree-10%, 

Disagree-10%, Neutral-10%, Agree-25%, Strongly Agree-15%. WOMEN SAID Strongly Disagree-3%, 

Disagree-7%, Neutral-5%, Agree-10%, Strongly Agree-5%. 
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Limitations of the Study 

While this study provides valuable insights into the impact of online reviews on five-star hotel selection, 

certain limitations must be acknowledged: 

1. Geographical Scope – The research focuses on a specific region or market, which may limit the 

generalizability of the findings to other locations. 

2. Sample Bias – The study relies on survey responses, which may be influenced by self-reporting bias, 

potentially affecting the accuracy of the results. 

3. Evolving Digital Trends – The rapid evolution of digital platforms and AI-driven review analysis 

may render some findings outdated over time. 

4. Subjectivity of Reviews – The study assumes that online reviews accurately reflect customer 

experiences; however, fake or biased reviews may distort perceptions. 

5. Limited Hotel Categories – The research primarily examines five-star hotels, excluding the impact 

of online reviews on budget or mid-range accommodations. 

Despite these limitations, the study offers a strong foundation for understanding consumer 

behavior in the hospitality industry and highlights areas for future research. 

 

Conclusion 

This study confirms that online reviews play a pivotal role in the selection of five-star hotels. Consumers 

heavily rely on these reviews to assess hotel quality, with negative feedback having a greater impact than 

positive reviews. Hotel management responses significantly shape consumer perceptions, reinforcing the 

importance of proactive engagement. Additionally, AI-driven sentiment analysis is becoming essential for 

enhancing review authenticity and credibility. Demographic factors influence how travelers interpret 

online reviews, and video content is emerging as a powerful tool in hotel selection. Maintaining a strong 

online reputation is crucial for five-star hotels to remain competitive in the digital era. 

 

Key Findings and Implications 

1. Influence of Online Reviews – The study confirms that online reviews significantly impact consumer 

decisions when selecting five-star hotels. 

2. Impact of Negative Reviews – Consumers are more likely to avoid hotels with frequent negative 

reviews, highlighting the importance of reputation management. 

3. Role of Hotel Management Responses – Personalized responses to online reviews help build trust 

and strengthen brand loyalty. 

4. Demographic Differences – Younger consumers are more influenced by online reviews compared to 

older customers, emphasizing the need for targeted digital marketing strategies. 

5. Video Reviews and Social Media – The growing influence of video-based reviews suggests that 

hotels should invest in influencer collaborations and visual content marketing. 

6. AI and Fake Reviews – AI-driven tools are improving the authenticity of online reviews, but further 

advancements are needed to enhance detection and credibility. 

7. Pricing and Brand Loyalty – Highly rated hotels can command premium prices and attract repeat 

customers, reinforcing the importance of proactive online reputation management. 

. 
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Future Research Directions 

1. Role of Emerging Platforms – Future studies should explore the impact of platforms such as 

Instagram, TikTok, and travel vlogs on hotel selection and consumer decision-making. 

2. Long-Term Impact of Online Reviews – Further research should examine how online review trends 

influence brand loyalty and repeat bookings over time. 

3. AI and Sentiment Analysis – More research is needed to enhance AI-driven review authentication 

and improve sentiment classification accuracy in online hotel reviews. 

4. Cross-Cultural Consumer Behavior – Future studies should analyze how cultural differences affect 

the interpretation of online reviews and influence hotel selection patterns. 

5. Influencer Marketing and Hotel Branding – Research should focus on the effectiveness of social 

media influencers in shaping consumer perceptions of luxury accommodations. 

6. Pricing Strategies Based on Online Reviews – Further studies should investigate how hotels can 

dynamically adjust pricing strategies in response to online review trends. 

7. Comparative Analysis of Hotel Categories – Research should explore how online reviews influence 

consumer choices across different hotel categories, ranging from budget accommodations to luxury 

hotels. 

 

Questionnaire: Influence of Online Reviews on Hotel Selection 

Section 1: Demographic Information 

Q1. What is your gender? 

• ☐ Male 

• ☐ Female 

Q2. What is your age group? 

• ☐ 21–25 

• ☐ 26–31 

• ☐ 32–40 

• ☐ 40+ 

 

Section 2: Influence of Online Reviews on Consumer Decision-Making 

1. Online reviews significantly impact my choice of a 5-star hotel. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

2. I trust online reviews more than traditional hotel advertisements. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 
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3. Before booking a 5-star hotel, I always read online reviews. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

4. I prefer hotels with a higher number of customer reviews, even if some are negative. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

5. Word-of-mouth recommendations influence me more than online reviews. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

 

Section 3: Role of Review Platforms in Hotel Selection 

6. I rely on platforms like TripAdvisor, Google Reviews, and social media when choosing a 5-star 

hotel. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

7. Social media influencers’ reviews affect my perception of a 5-star hotel's quality. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

8. Hotels with higher ratings on Google Reviews are more likely to get my booking. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 
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• ☐ 5 (Strongly Agree) 

9. I consider the number of reviews just as important as the overall rating when selecting a hotel. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

10. Responses from hotel management to online reviews increase my trust in the hotel. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

 

Section 4: Impact of Positive and Negative Reviews on Reputation and Trust 

11. A high number of positive reviews increases my trust in a hotel. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

12. I avoid booking a hotel if I see multiple negative reviews about customer service. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

13. Even a few negative reviews can discourage me from booking a 5-star hotel. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

14. I am more likely to trust reviews that provide detailed personal experiences rather than just 

ratings. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 
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• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

15. Fake or suspicious reviews reduce my trust in a hotel, even if the overall rating is high. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

 

Section 5: Effectiveness of Hotel Management Responses to Negative Reviews 

16. A hotel’s professional and timely response to negative reviews improves my trust in the brand. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

17. Hotels that apologize and offer solutions in response to negative feedback are more likely to earn 

my booking. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

18. I believe hotels should respond to all reviews, whether positive or negative. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

19. If a hotel ignores negative reviews, I assume they do not care about customer satisfaction. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 

• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 

20. I am likely to reconsider booking a hotel if management addresses negative feedback 

transparently and professionally. 

• ☐ 1 (Strongly Disagree) 

• ☐ 2 (Disagree) 
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• ☐ 3 (Neutral) 

• ☐ 4 (Agree) 

• ☐ 5 (Strongly Agree) 
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