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ABSTRACT

Online review systems are gaining increasing
popularity worldwide. Shoppers are using ratings
and reviews offered by companies (e.g., Google and
TripAdvisor) before making purchase decisions,
and many of them participate in the review process
after purchasing. The advantage of online ratings. in

contrast to offline, is scalability which means that
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ratings can he gathered from and communicated
to a multitude of parties, independent of time and
place. A major concern is the authenticity of online
user reviews with the existence of fake reviews from
several sources. This research examines the factors
that determine the credibility of online review systems

in the service sector (i.e., restaurants and hotels).

a Ph.0.in e-marketing from the University of Birmingham.

The examination focuses on customers»
perspective. The methodology is based on
an e-survey that measures customers
perceptions of online reviews. The overall
results confirmed that customers still find
online reviews reliable and are willing to rely

on them when making a purchase decision.
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