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ABSTRACT

The tourism industry is rapidly adapting to new conditions and the growth of online and smart
technologies. Since user-generated content provides relevant data to find out about the image of a
destination among tourists, this study aimed to investigate the status of Iran’s destination image
on TripAdvisor, one of the most popular online tourism platforms. The study adopted a
quantitative content analysis research method. To cover different opinions, two important parts of
this website, namely Things to Do and Iran Travel Forum, were considered as the statistical
population in the three-year period from 2019 to the beginning of 2022. Multistage random
cluster sampling was used, and coding was done by coders based on the compiled codebook. The
content of TripAdvisor social network was analyzed in three cognitive, emotional, and behavioral
dimensions. The findings indicated that potential foreign tourists are most concerned about Iran’s
infrastructural affairs, especially transportation, visa, currency exchange, and sometimes hosting
business services. Signs of insufficient information, lack of access to up-to-date and
comprehensive information online, contradictions in available information, and instability of
procedures in the field of visa issuance and transportation services can also be seen in these
contents. Although users considered Iran’s tangible heritage and historical and cultural attractions
very attractive, the connection of these attractions with the human and social attractions of
contemporary host society had brought a double surprise and attraction.
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Extended Abstract

1. Introduction

Nowadays, a chain of marketing activities in all
industries and services is strongly affected by smart
technologies and ICT. The tourism industry has also
become smart in the new millennium and takes
advantage of ICT and media and online networks.
Social media has fundamentally changed the way
tourists search, find, read, trust, and generate
information about tourism service providers and
tourism destinations .Despite the remarkable

prosperity of the tourism industry in the last two
decades, Iran, having potential capacities and some
competitive advantages, However, any planning to
improve the quality and quantity of international
tourism  services, lran's tourism marketing,
enhancing the destination's image, stimulating
demand, and coordinating tourism service
providersrequires a systematic understanding of
Iran's destination image on the most popular online
tourism platforms. Therefore, the main question of
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the research is, what is the status of the image of
Iran's destination in  TripAdvisor's dedicated
tourism social media?

2. Methods and Material

This research was conducted using quantitative
content analysis. In order to cover the different
opinions of users, two important sections of
TripAdvisor, Things to Do and Iran Travel Forum
were considered as the statistical population in the
three years period from 2019 to early 2022. In
Things to Do, 20 tourist attractions (topics) with
more comments were selected. The Iran Travel
Forum section of TripAdvisor deals with the issues
and concerns of travelers to Iran, in a question-and-
answer format. Fifty-five topics were selected from
this section. Multistage random cluster sampling
was used. The coding process was performed by
coders using a predefined code list. The validity of
the study was assessed using the Holsti method,
which vyielded an agreement coefficient of 0.83,
indicating a high level of consistency among the
coders and the objectivity of indexing the recorded
content. In this research, the unit of analysis is a
topic and, the coding unit is the posts of each topic.
. The content of the TripAdvisor social network was
analyzed along three dimensions: cognitive,
emotional, and behavioral.

3. Results and Discussion

The findings in this section showed that 74% of
codes refer to Iran's tourism resources (natural
attractions, cultural attractions, climate, etc.), and
13% of the codes are related to the host community
(employees and the host community). 10% related
to tourism infrastructure and 3% related to
environmental issues (security and health).
Moreover, the posts used more positive than
negative traits. To describe Iran's tourist attractions,
users used positive attributes such as incredible,
very impressive, unique, incomparable, amazing,
stunning, and memorable The hospitality and
friendliness of the Iranian people were also
mentioned in all the posts that referred to the host
society. In 28 posts, users recommended visiting
Iran and its attractions to the audience (59%). In

contrast, the content analysis of the Iran Forum
section revealed that 64% of the codes were related
to tourism infrastructure, 14% of the codes were
related to the host community, 6% of the codes
were related to Iran's tourism resources, and 5%
were environmental issues. Additionally, a new
category named "travel planning" was added to this
section, which accounted for 13% of the posts. This
category included questions and concerns of the
tourists regarding the time, attraction, and
destination of their visit to Iran. Since most of the
posts in this section were questions, they lacked
emotional expressions. Furthermore, the behavioral
dimension of Iran's destination image was not well
reflected in this section.

4. Conclusion

Overall, the content analysis of TripAdvisor
indicates a positive destination image in tourists and
users’ posts. According to the content analysis of
Things To Do reviews, the amount of positive
emotional meanings during and after traveling to
Iran is higher, and this issue has led to
recommending others to travel to Iran. While the
tangible heritage and historical and cultural
attractions of Iran are highly appealing to the users,
the link between these attractions and the human
and social aspects of the contemporary host society
creates a double surprise and attraction for the
visitors. However, in the Iran Forum on
TripAdvisor, potential foreign tourists express more
concerns about Iran's infrastructure, especially
transportation, visa, currency exchange, and
sometimes hospitality services. These contents also
indicate signs of information scarcity, lack of access
to updated and comprehensive online information,
inconsistency in available information, and
instability of procedures in the fields of visa
issuance and transportation services. These findings
can help the planning of Iran's destination
marketing by the National Destination Management
Organization (Ministry of Cultural Heritage,
Tourism and Handicrafts) and the private sector of
Iran's hosting industry.

Keywords: Destination image, Hospitality, Social
media, Trip advisor, Online review.
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