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Abstract

Consumers habvitmally relly om parsenall advies, recommendations and sogppestions to make
puschasing decisions. These parsonal imfiormal networks of commumication are defimed as
Word-ef-meuth (WOM). With the edvarcements of intermet lechaclogies. aonlice consumer
reviews, & form of efectromic word-of-mouth (eWOM) & prevalent v todey’s botel
indinstry, and the widesmread application of the imfernzt techmology bas changed the way
consumers; choose and book hotzls. An empinical kmowledge pap was observed regardmgz
the amalysis of evalnstion of onlme costomer reviews of botels and resoms mn Battecalion
Digmmict. Therefore, im onder to filll tthes enmparics] kmowledge eap. this stndhy was carmied ot
with the objectives, off find out the levels of Review valence, Characteristics of meview.
Reviewer characteristics, and Evalwation of online reviews, explore tihe relationship
between Endependent vamables and| evalnation of reviews and explore mmpect of Revew
walencs, Chamasterstics of review, and Reviewer charactetistics om evaleatizn of online
reviews of hotsls and resoris.

A total of 140 customers of kotels participeted from 5 botels and resorts m Batticaloa
destrict. Research gnestions and objactives were set, Desoriplive sististics comprisme the
simple peroemtage and tables: were wsed-for data presentaion smd amalysis Pesrson
coorellation co=flicient amd Iegu:;:sm analysis were employed and the relisbilicy of the
measnvement scales were fested agaims: the survey data. Simple randoar sampling method
wes used. The data were amalyzed with i i ke il R mﬂg,m using SPSS 22.0.
Tke smudy rewsals thet a5 Review valence positively ummpact an ﬁ&é‘:&mﬁm of omlins
nstomer reviews, Chamcisristcs of review positively impact o | emin:aum off omlim=
cnstomer reviews, and finelly Reviewer chararteristics megatively mp.-a.dmn evalmation af
online cnstomer reviews. It is reoommendsd that hotels should welootine supgestions. from
sstomers aad mote programs should be designed to measure online oustomer genarated
seviews. The findings provided a wseful ool for improvement m the condext of ouline

ceviews of Hotsl smd mesorts im Bamicesles Drsoricd 7
-

&=
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