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Abstract

With the deep integration of the platform economy and digital consumption, online travel agency
(OTA) platforms have become a major arena for hotel customer acquisition and consumer booking
decisions, and online reviews have evolved into an important informational mechanism affecting
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booking conversion. Based on information adoption theory and perceived risk theory, this paper
constructs an analytical framework from five dimensions—review quality, review quantity, review
sentiment, review timeliness, and review credibility—to explain how OTA online reviews influence
consumers’ information search, evaluation, trust formation, risk perception, and booking intention
in hotel e-commerce settings. The study finds that high-quality, credible, and timely reviews can sig-
nificantly improve perceived usefulness and brand trust, reduce perceived risk, and thus enhance
booking intention, while review quantity and sentiment mainly affect booking decisions by shaping
information transparency, value judgment, and decision efficiency. It is suggested that hotels should
strengthen review governance, negative review response, and service recovery, while platforms
should optimize review display logic and authenticity auditing mechanisms, so as to improve the
information efficiency and transaction credibility of review systems.
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