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Abstract

The aim of this study is to demonstrate the role of the electronic word of mouth ,
on online booking sites hotel at building confidence and attitudes to customers
classified hotels from five—star hotels in the city of Amman towards the purchase
of hotel services and the completion of the goal that the study seeks to achieve ,
the study followed the descriptive analytical method , which relies to study the
phenomenon and there are , in fact, based on field survey to obtain data from
sources [I by relying on the questionnaire was designed according to the steps
accredited scientific in this regard , data processing and statistical analysis to test
the hypotheses to reach conclusions contribute to actually improve and develop.

The study population consisted of all classified hotels five star and working within
the confines of the capital, Amman , of eight Hotels , and four hotels are
abstention for cooperation , a Meridian Hotel , intercontinental , four season
Sheraton . The sample of the study included customers at a rate of hotels study
population (50) customer each hotel , meaning that the total number of customers

(400) customer.

Were distributed (400) questionnaire on a sample study , which recovered ( 338 )
by ( 84.6 % ) . After screening questionnaires to indicate their suitability for
statistical analysis , which ruled out (42) to identify the lack of suitability of the

process of statistical analysis because of the lack of completion of the terms of



the analysis. This brings the total number of valid questionnaires to the process of
statistical analysis ( 294 ) The identification rate ( 86.9 % ) of the total number of

questionnaires recovered.

To address aspects of the analytical subject of the study was used to collect the
raw data through the questionnaire that the researcher has developed as a major
tool for the study, which included a number of statements reflected the objectives
of the study and questions, and by the respondents to answer it, was the use of
Likert scale quintet Five Likert Scale, so | took relative importance of each
answer. For the purposes of analysis was used statistical program SPSS Ver.21
and program path analysis Amos Ver.21.

The results of this study present the following important issues in regard of

'eWOM'" on the study segment:

An effect of the dimensions of the word transmitted electronic confidence in the word
transmitted electronically, as well as to confirm the effect of the quality of the word
transmitted e-oriented hotel services, as results showed the presence of traces of
confidence in the word transmitted elect to move toward service hotel has been
confirmed by the results of the analysis on the presence of a trace of confidence in the
word transmitted elect to take the decision to purchase hotel services in addition to the
presence of traces of the trend towards hotel services in making the decision to
purchase hotel services. The study found some of the recommendations was the most
important concern to hotels and the services provided by it because customers leave
their comments about the services they receive and the extreme importance of the word
transmitted electronically in the process of making the decision to purchase hotel
services

Key Words: Electronic word of mouth (E-WOM), trust of electronic word of mouth,

attitude toward hotel service, making the decision to purchase hotel services.
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(Questionnaire research)

Ladies and gentle men , the guests on the five star hotels in city of Amman .
The study aims at giving the effect of electronic comments which is called [ the
electronic word of mouth) in this study which is taken from the hotel previous guests
while reserving through intemational websites booking .
| wish you to read it and give me your point of view . this questionnaire is
confidential its purpose to gain a MA in electronic business , you may not write your
name . Thank you for participating in this study .

I strongly trust your own point of views and will be appreciated .

Supervised : Dr. Laith Al rubziee Researcher : Hani Al khateeb

(1) Age:
Less than 20 years old From 20-29 years

From 30-39 years From 40-49 years

From 50-59 years 60 years - and more

(2) Gender:

Male Female

[3) Qualification:
High school diploma or less Diploma

Bachelor Master or High Diploma

J
J
-
.
|
J

Doctorate

(4) job:

Public job (government) Private Sector Employees

Businessman Retired

(5) Income level:
Below average Average

High Very high
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1
[ often read other guests online travel comments to take their
impressions about the hotel.
2
I often read other guests online travel comments to make sure that
I chose the right hote] .
3
I often consult other guests online travel comments o help choose
a suitable hotel.
4
| frequently gather information from guests onling travel
comments before I make hotel reservation .
S
If I don’t read guests online travel comments when making hotel
reservation, [ worry about my decision .
6
When I make hotel reservation , guests online travel comments
make me confident to do the hotel reservation .
7
The electronic comment about the hotel via internet , cover all my
needs sufficient]y
8
The electronic comment about the hotel via internet include all
necessary service about hotel .
,:'! .
The electronic comment about the hotel via internet reflect the
current reality of the hotel.
10
The electronic comments about the hotel via internet , are timely.
11
The electronic comments about the hotel via internet , are relevant,
12
The electronic comments about the hotel via internet , are useful
information about the hotel for me.
13
The electronic comments about the hotel via internet are accurate.
14
People who left comments in hotel booking website are
trustworthy.
15
The online hotel comments was enhanced with evidence and
proofs. For example (images or video .... etc.)
16
The negative electronic comment for the guest (not satisfied)
affect on the impression of the level of service and hotel type .
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17
| think the most famous online hotel booking sites provide useful
information about the hotel.

18
I believe that a repeat comment on a particular topic by more than
one guest make an impression about hotel service level quality and
hotel type .

19
| think the electronic comments and recommendations about the
hotel via internet are troe .

20
I trust that the hotel must provide the same level of service which
described by electronic comments via Internet.

21
I think that electronic comments via the Internet about the hotel ,
prove true for the level of service at the hotel .

22
1 closely followed the suggestions of the positive electronic
comments and make reservation with recommended hotel .

23
| agree with the opinion suggested in the electronic comments
about the hotel .

24
1 am convinced that the hotel will provide a high-quality hotel
SETVICE .

25
1 expect to get what | needed from all services in this hotel.

26
1 support the decision of booking in this hotel .

27
I am impressed with the services that | have read that the hotel
provides.

28
When | make sure that the bad electronic comments are true, I'm
not be willing to buy the hotel services.

9
1 will do reservation at this hotel more than other hotels .

30
When [ make sure that the hotel offers the same service levels
which mentionéd in the electronic comments | make the decision
1o buy hotel service .

31
When I make sure that the good electronic comments are true,
I'm be willing to buy the hotel services.

32
Previous electronic comments about the hotel's affect on my
decision to purchase hotel services .
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Table 6.5 Occupied Beds, Arrivals by Classification & Group Country during, Jan. Mar. 2014

TREe s | g @ | o | A | ki | e | aeiE | apida) | apiiea
Region Total 2014 Camping| Apart. C | Apart. B | Suites |1 - Stars| 2 - Stars | 3 - Stars | 4 - Stars | 5- Stars
African Nights 8.287 76 49 85 240 82 67 1482 1087 5099 Al | Ak A 540
Countries Arsivals 3026 38 13 15 m 40 35 620 624 2570 =4 A& aam
American Mights 07,505 Py 693 169 1776 1650 1326 10206 16500 65044 Al 2im | A ) 500
Countries Arrivals 54,548 Y 206 28 690 607 604 5284 10749 36159 £
Arab Nights 338,950 36 57098 23810 32832 7849 INMB6 44623 64908 126638 | Al aam | Al 5l
Countries Arrivals 146,934 36 11040 7286) 9750 3259 9861 16251 25644 63857 | =4 3 2=
&WV Asia And Pacific |Nishts 94,274 208 331 197 5878 1628 2043 16824 38635 24380 | Al s |dulinid] g i) (] 53
¥ Countries Arsiain 54,268 238 336 109 1779 993 1299 9817 25960 13737 | e s
By E 5
B European Nights 311,824 5809 2658 51 8004| 4587 7649 48344 59964 144258 | Al aam | Asg ) Qe
—
m.\ Countries Arrivals 147,635 3288 809 134 2203 2550 4270 26683 #1335 67363 | =4 3 2=
Jordanian Mights 178,720 42 7469 360 7401 6246 33092 36730 34517 150063 | Al 225 e= g
Arrivals 144,018 42 2538 699 3265 3879 17309 20663 17653 T7915| e @ o=
Nights 1,179,650 | 6,492 | TLA58 | 28,971 | 36131 | 22,052 | 75333 | 158,200 | 245,621 | 515481 | Aulles=
Total 2014 ) YoV g
Arrivals 551,379 3363 | 14992 8271 | 17,758 | 11,328 | 33378 | TR.313 | 121865 | 261,601 |eNE e
# Praliminary Bl ®
Soures © Ministry of Tousizm & Antiquitiss Sy gl 5 41 ¢ el




