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Abstract

In recent years, self-service travel has become popular, and online booking platforms have become an
indispensable tool for travelers. This study conducts empirical research on four online booking platforms,
namely Booking, Hotels, Expedia, and Agoda. The results show that: (1) The main factors affecting
consumers' choice of online booking platforms can be summarized into four platform functions, including
information provision, price diversity, transaction function, and product diversity, which have a significant
positive impact on customer satisfaction. (2) There is no significant difference in consumers' evaluation of
the functions and customer satisfaction of different online booking platforms. (3) Consumers with different
demographic variables do not differ significantly in customer satisfaction, and demographic variables cannot
be used to segment markets. (4) Consumers’ perceived motivations and risks of using online booking
platforms, including perceived usefulness, perceived ease of use, security and privacy risks, and consumers
can be divided into two market segmentations: “actively trying new things” and “prudent and conservative”.
There are significant differences in customer satisfaction between the two market segmentations. (5) Actively
try new types of consumers, with females, college education, age between 21 and 30, and income below
50,000 NT, as the main target customer group of the online booking platform.

Keywords - Online Booking Platform, Perceived Motivation and Risk, Market Segmentation, Customer
Satisfaction
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