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A Study of International Hotel Website Evaluation and Customer
Satisfaction in Taiwan

Abstract

The internet represents a significant change in the business model and marketing
overall industries. The hotel owner built websites to promote and attract online
customers. It’s the concerned point that the contents and functions of hotel websites

could meet and satisfy the customers’ need or not.

First step of this study is using content analysis to evaluate 63 websites of
international hotels in Taiwan objectively and systematically based on hotel
owners’views. The items include site design characteristic (interactivity, navigation,
and functionality) and site marketing characteristic. Also, the study analyzes the
difference in website content between four and five star hotels. The second step is to
examine the importance of items on the websites, the customers’experiences of
surfing the hotel websites and the satisfaction degrees of customers. At last, we

compare the outcomes between the two steps.

The findings show that hotels build up websites for marketing purpose and most
of them get great performance. Hotels ranked higher have better performances on the
“marketing characteristic”’. However, the interaction between websites and users is
not enough to meet users’ requirements, and the channels of communication which
are valued by users are not various enough too. More than half of the hotels’ websites
only focus on providing hotel information and offer few nearby traveling information.
The information is not rich and the scattered information can not satisfy users. Users
place importance on the integration about hotel and traveling information. Besides,
the hotel rank influences satisfaction degree towards hotel websites. Hotels rank

higher, users’satisfaction degree is higher.
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The result of this research can provide directions/guidelines for hotel to build up
or modify its website. At the mean time, the main factors of setting up a success
website are identified. The website contents according to the suggestions proposed in

this research will have great marketing effect.

Key word : Evaluation of Hotel Website ~ Content Analysis ~ Customer Satisfaction
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