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CONTENT ANALYSIS OF BOOKING.COM REVIEWS
ON HOTEL IN PENANG

Mur Fadhilah Salman and Siti Salwa Md Sawarni

Department of Toursm, Kullyyah of Languages and Management, Intemational Istamic Univershy
Malaysla, Johor, MALAYSIA.

[E-mall: fadhilah. sakmangDgmall com, 5awa_sawarli@iium. edu.my)

Abstract

The accessiblify to Internet and online payment sysiem has boost the us2 of online plaform to bocked
accommodations. Reviews In online booking piatform has become one of the factors that Influence
accommodations selections of futwe tourst. Majonty academic papers that study on tourist preference on
accommodation are using guantitative research. Hence, the purpose of this study s to analyss the reviews
In Booking.com using qualialve methods 10 reveal the tourist experence and preference of
accommodations. This study 15 focused on Eastern & Onental Hotel where contert analysis are magde on 3
total of 435 reviews In Booking co websites within year 2019, This study also used word cloud o visualise
the data. The data are coded 1o major hemas which are locations, facilities, senica, value, food and IVIng
anvironment. The findings of this siudy identifled that locations are the atnbutes of accommodations that
matter the most among tourist. This study aiso found that most tourist are satisfied with the hotel as the
most suggested hobal In Booking.com. The contribution of this study will give benefits to the hotel Investors
by having vision into customers' preference, the INvestment mage wil Swifty refemed with Increasing profr.
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