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o E 7K gy 4783705 FE8k] TSk

A
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t}. MPQA: Wiebe et al.(2005)°] THE 744
Ao g shte] Tojete ARl AR &5
of et orlshe= 24 B A7 2ebA
+ Aol FE3te] ZF dojo s M= vE o
Aol wet HAATES Fofste] BE ARxo]
t}. Wilson et al.(2005)& MPQA~Z} 3hute]
ool A 7R, Fejel dol7} - vt 7
3 w2 disf A TE S8k U
olglal Ar3tHTh

B AN AREEE
SentiWordNet-2> WordNet2 7|90 2 HHS0]
71 23 o)ty WordNet-2 Miller(1995)7}
THE o QU EQ]AZA, 1180007 ©]/de]
A2 T2 To] FEleF 9000071 o)de] Tkt
om], I3 166000712] Tl B2 o] Fof
A Aok EZ 9] o](Synonymy) et ®Feo]
(Antonymy)E X3z Fof ©o]E9] TA
3 ARE AzAH o R AZ3it)

SentiWordNet2 WordNet2] T@ol& 5 744
< R¥ste dolEths Bof ¥ Ao E
AL Qroll 323hE o o] &4 WellA o] &
H= 23 ojn] = thojof Adgko] A9
A, FA4Q1A|, w3k Agke] = ARI} ej 15
o] JATHEsuli, 2006). SentiWordNetol| &5
ol 59 A tigt A== sAHY A 09
Al 1AFol 9] gRo g AtkE, ghel 19 7k
TE o 380l & 4 ok w2 74
T -1014 0AFol9) Fro 2 FH
HH, -10l] 7MheE A Aol el
o} 02 To7t AR 0= AMEE S-S 97

AR

2ol 24

@ olt & A La}L
@50 59¢ tgos
sHE 2718 R AR 3 "9iE
golElo]n g HAE AAS 93 s

Aol A7 Ade At AATE 2 71
oA word2vec %ﬂﬂﬁg O]%ﬁ}o:] LQI j}QJ

cosine -rr/\}_l_ Zkz
sjo] TRk
221) Sut 7] vlolE +42 Slald R

T2 A& o]t R T2 g o
= eEas azE)E ATHE S

R Foundation®] R Development Core Team©]
SAA AL Sl LR AZESojo|t} B

ATl A= 7] HlolEE sk tlolEH|
ojz=o AAet717bA 8] HFL R ZEIIY
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TripAdvisor

E2 27|

719 WA ae] AR LQL AHE 39 Mels 3 7}

M
Ex57| {SentiWordNet)
44
v <ZdEH> { <ZHip>
Nn Lol K ayoza || e 2t
(Rp10{H2]) 4ol o3l £5 24 2y &% W2
<3zl 1> A7 2
Aojol| A A|F3h= rvest FINIAE o] &31H, i 3718 SRS TripAdvisors

word2vec  ¥3EE FES
tmen.word2vec 712 & ©]-&-3tt

Aol Ae] 29L& RapidMiner 43ZES]|o]
£ o] 83t RapidMiner= AR} 31381291
tolguleld AZEgolEA Thekdt 7|AISt
&, 92EnolyY, 45 74 & A
GUI A 02 B} Hejstal WA vlofE &
As APE F Qde AHE AT
word2vec?] cosine A= %43 SentiWordNet
o] A5 st LQI AR HA4loje] 7+

BAaE AME e CAE ©] &3t

913}

3.2 ¥4 37]: TripAdvisor.com

B ATNE £291 Fr19) Az Aol
ofdl B 5% B F7] AF AolERA G4}
o A dE FAY ¥ 5 e

TripAdvisors 4743t 4] g 2211

Expedia, Priceline, Agoda 53 3 t3E3Ql
22 A SAFAEA A AA B2 A}
Ago] o]g3lal Yt} TripAdvisors &S
= APAES Wi oF 39 4,0007F ol 2t
o, o] EolAl A AlA 4570= 4907t 7)) ©]/F2]
SHMAE, 21 9 B Ao g 29

2,500%F 2 o/de] 7t HRE AlgstaL glo

-

ol

712H o2 F7] HelHEE AAY el
ghx] oA A E I gt o] FAIEA
U S5 7158 Egete] AdE AUt gL
H QB §of 9 24gRE o] gate] ZAE
73

9% Qlt}. Mathiak et al.(2015) 7HAE4
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of AH&E= HolEe] ko] Wrhsly] wjEol
Stemming Y& st @ FEj S} B
HxY EHE guy) 2 doj= sy
o2 FYAAHE &, Stopwords THAIE £3
of W1 stA /\}%EWEJ <23 onE W3]

A e oS AATo =N EAol A3 5
= 84F %Oﬂok Fdotar Adsiar E3
Xiang et al.(2015)2 E]2-E H|o]E]q] tigh &}
Aol Al A4S Fl BT o doje] A|A
2 AAE 24 Aol tig W Bedes &
Bty Agsiqinh metA B dAelMe §
7] 4& 93] Tokenization, Normalization,
Stemming, Stopwords 52| 4Rl BA|
3 AR,

Tokenization TAl= &%
ol At e A9lF 2tE HE B 7|5,
WANEL AFA Zqole] BE olmHT 5
2 AAsHE Agjoltk, LeRlolq Ay Bl

E9) A% 4% ¥5 U 15ES o185 B

ﬂl

-

Sl
oo
mV)
2
i

[o

H

ol ou] Q= EAEL ®
71 Btk o83 7|5 EE AASHA F2 A
HolEE 4T 3¢ Hﬂ@ -‘ﬂﬂl% 7 9]

= Bl &4 W H&
w7l s Enk opye} &
[ Ao g 24 @*]‘
THManning, 1999).
Normalization A= AMHEAREC] 22419
@21 7] dle]E oA Tokenization ©AE A
N FAES o E TojEo] SnlE FAE
o|FoA UeAE W= Aoty FLE

tolaAghE o aBA Hojzrld) me} A

i rulo
r_\;
o
>
=
)
o

rlr
Jﬁ
b
N
18
©
o

ftl
k)
i
i
9
ftl
o
W
9
N
N,
=)
o
2
U}
rlo
i

& ;
Stemming THAl= ’\] At 1:]‘—r/ T 5, 745l
w2} FEN7F SR e gl gl tiste o 2s

L5

AL, q]”é/\}ﬂ‘j’uq E‘%L 1H°ﬂ/\‘]«] = =4
ok, 53 o7t gle dolEs ﬂ]ﬂﬂ% Z}
dolth(Xiang et al, 2015; Mathiak et al.,
2015).

o %
rlo
=
2
fo
(9,

A AFH
Hlsh o] LQIE AR, thed, #34, Be
CACRES DEVEEDEL RO

o, Ztzte] apde] thgk Ao E Getty et
al.(2003)°] A “LQI 4 HE £ (<&
>4 Agshes 243 oS FAHCE B
gt o] 7IEoE Aot &)=<l g7 Eo)
SHE| AMulx F- gl F7]ol {1l of
3= Zj“éf*ﬂ% Ao =M LQI AHE
€ Mulx E4

£ QI é J AE B oA

gaﬂ 2 ol31E

olth.
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>

<E 1> LQl A 26711 FF ¥2 (F2 ol 4 240

0
0

{8 d(Tangibility)

1 The front desk was visually appealing

2 The employees had clean, neat uniforms

3 The restaurant’'s atmosphere was inviting

4 The shops were pleasant and attractive

5 The outdoor surroundings were visually attractive

6 XYZ hotel was bright and well lighted

7 XYZ hotel's interior and exterior were well maintained

8 XYZ hotel was clean

2 2|’d(Reliability)

9 My reservation was handled efficiently

10 My guestroom was ready as promised

11 TV, radio, air-conditioning, lights, and other mechanical
equipment worked properly

12 | got what | paid for

- S4J(Responsiveness)

13 Employees responded promptly to my requests

14 Informative literature about the XYZ hotel was provided

15 Employees were willing to answer my questions

16 Employees responded quickly to solve my problems

17 Room service was prompt

2 S d(Confidence)

18 Employees knew about local places of interest

19 Employees treated me with respect

20 Employees were polite when answering my questions

21 XYZ hotel provided a safe environment

22 The facilities were conveniently located

9| AtAE (Communication)

23 Charges on my account were clearly explained
24 | received undivided attention at the front desk
25 Reservation staff attempted to ascertain my particular needs
26 Employees anticipated my needs
<IE 2> LQ A Sy ZM0olF
LQl & Hlof
o5 visually appealing, appealing, clean, neat, inviting, pleasant, attractive, bright, well lighted, well
e maintained
AlE4 efficiently, promised, properly, ready
=4 prompt, promptly, informative, willing to, quickly
US4 know about, respect, polite, safe, convenient
Ak | clearly, attention, particular, anticipated
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‘Ll

3.5 AAEA

3.5.1 Word2vec

BN = word2vee EAEES ©] &
sto] LQI AFAE = 34 ZHdofol] theh 2o
2 #AHYgo] F2 AIEs FEIUTH
Word2vec2 Google2] Mikolov et al.(2012)°]
N 2] ZIASHE darelEolth<1d
2>). Word2vec Neural Language Network

g2 F 4l YO0 F word2vee FLE S
S B0 o] & A, WA H2E doly A

Aol
Aol tigh &<5(Training)= AH H2E Q9]
£ BolE2 MEs BTk Bof 7k )

+ CBOW (Continuous Bag of Words) ¥17g]

o\

<3} CSG (Continuous Skip Gram) %112
< 53t P

2
e
o

CBOW ¢ig]52 H2E U9 dols
&5 A B AYE ALK, CSG EarEE
S H2E QK BE golES & AL U¢F
o WixE TolE 1o #ANE ZAGEYT
£ o|&3sto Artsim Tof 1k FAMY/AEA
< cosine FAIEERE ZHo 2 EHE=H)

cosine FAFEE 094 1Akol9] & 7

o 7VhesE 7 ol Aele] Azt 7k
< YElM #HAge] =

(Mikolov et al., 2012). <13 3>& F d11g
9] MAUESS =433 7

Word2Vec

— e
Training
— cBOW

Skib gran Searchmg Related
Lt Words
model

From ' |<eyword

<% 2> word2vec Z1E|E T

INPUT PROJECTION OQUTPUT

w(t-2)

w(t-1)
w(t)

7

w(t+1)

w(t+2)

cBOwW

<72 3> CBOW2} CSG 112

INPUT PROJECTION OUTPUT

w(t-2)

w(t-1)

\ w(t+1)
w(t+2)
Skip-gram
|&el =

wi(t)

- 230 -



2RI 7l AR 249 7384 LQl A 59 ARl F2 Ut
B d7e R ES 39 e sy I Aol E=go Yrdth LT ol
o] 1~E FEAZ THE11 word2vec G| S0 U AR £50 (E B0, 5L o)
= SFAZcEA 27158 o] Foz &4 Y] FEAE AHEE QAL FARRE AME
oA ©o] 3] HAFS FETTE A Us) met o8 AHTE 7 F lens
ARG Tol 3Ho] BAE AL EHR 37 B Aol ol A AT Fdas
ygollA FHAo] 2 dojE 55 7Fs Tt ARERITE
stA gt HFHOZ LQIY 7 A A 4019
AR-TE word2vee YAE|FOl EEF
3.5.2 AT cosine FAHES] IS word2vec YalE]E0|
LQI A9 w4 7o0ls) cosine fAPEsE  coe W ElSE JlEe e F
=0 olgZe 7o Am ZHgAbael SentiWordNet= ©]-8-3F B kS wat A4k
SentiWordNet-2 o] g3} Al kgt At AT AL EHE TAeE wEE
SentiWordNet & £ ol 4] ole] 917} 0 x5
oo mE A A=E 44 FAZ %Y g, - N oF Zom, ojuf CE cosine
Bl o1F AT ReiEsuli, 2006). TAE, N & word2veco] &E& #d fAF &
SentiWordNetoll= ZA| 157FA12] A4 o] 7}2= §= SentiWordNete] Trol® -4
7 AEe e, 78 UelE AR

= 0.125, 0.25, 0.375, 0.5, 0.625, 0.75, 0.875
T shue] ghe 7HAA =, gel 19 7k
T5 3R Aol w55 H|Eth FAHE
el 24 -0.125, -0.25, -0.375,
0.5, -0.625, -0.75, -0.875 % 3] #< 714
A H, iR R <134 TPherE A

P
Are

T FTaES 2|} SentiWordNetol] A 7=
o9l HSFE cosine FAIERE 71E5H
o2 tiide] He F7]914 LQI 7ol
THETEH (AT S A H &
Ao RBA YL Y & FAHOE JMFdllT

s de 7 AUk

L

rl

<¥E 3> SHHEHZ X5t 27| I
sE\dE 2015 2014 2013 2012 2011 2010
e A T 92 88 34 48 40 21
e B 3H 235 266 201 116 57 32
Mg C 3" 176 181 196 94 42 25
e D T 223 148 147 143 83 27
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<# 4> SHY word2vec &4 Z1t
S “ ESTISTES =3[ el T e
(¥o)) T o] J4= Tto] JH (alpha)
2010~2011 61 2356 196 0
A 58 2012-2013 82 2806 228 0
= 20142015 180 6907 416 0
2 323 12069 840
20102011 89 3160 232 0
B =l 20122013 317 15138 665 | 0.0000001
= 20142015 501 24748 898 0
2 907 43046 1795
20102011 67 2842 222 0
c 59 20122013 290 11448 552 0
= 20142015 357 13664 591 0
&7 714 27954 1365
20102011 110 4383 292 0
D zH 20122013 290 14764 694 0.025
= 20142015 371 15485 714 0.006375
2 771 34632 1700
V., 54 43} o] g|~E 3= Fo] RapidMiner ZE 19H-&
ol-&sto] HIZE AA| Aje Ittt =
41 Holg] 27 2 AA 3], SentiWordNet AH 9| ©olS3} HAd &
o} Zte] FeiE 2571 #l5ke] WordNet 714t
£ AFA = TripAdvisor AFP|EERE & ©] Stemming 2= AAISISIT
g B4 37158 8] flst R 221
B8 o] 4skth R =278 U)9) rvest 77] 4.2 Word2vec 23}
A5 olgste FHE T F71E2 T A
olEg] T2E $H5}e] TripAdvisor HloTE]v] BASe] B $7] AL word2vee &
o] 2ol A Hlo]E = Y =Fsl= walog 3 AYFE o&ste] E4F W R 2T
galgon y9z 244} D, 37 A=, tmen.word2vec 7|12 & 838130t ©] 97
)l WgS FHAT 2 29 B S)g T ZRAUHY A1 CF ol 8stel A4
o] e <x 31 2ok RNow H2E gdof| tiF stse Fol 9
B Aol M 2010920154 Foke] ) IS BOIEE MEE AR, Sl 2
o 589l AsHy} BEE, 183 thEAC] = #7127} AlFshe distance FrE o] 83t
9= 3EQl C3d, DEH EA3] <t 37 A W4 o1 cosine FAMEE B E #d
= 239 s $o)2 suwe sh) 0 DOIEE FEE g %t aHd ) 9d
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o word2vec YaE|ES AEAIZ AAEA T
7] & A AA ol s4, HE S
B o] 7152} word2vee €arE]E9] S5E2
<i 4>9} Zth
<3 4>o)|A “37] W] A ©of 7

He SR F33 Fo] IU)ES 29 9
2 e F (2010420114, 20121320134,
20143-20159), Y%l 37158 o
2 F3 ZA47ke] gl tial Akdo] Al 2
< A3 A, 91 Qb Hol Qle ©@ole] T
£ BT gt} “HE st To] Jie 2
< Ade] Ayt Bd 3] SdolA
word2vec ¥alE|E= o83l Shd Tols
24 37] YollA Es7) 3 38 of3E
< EF 715 9=y AeE vt
“8}FE(alpha)’2 2t 7] FYSo| g
word2vec ¢ag]E9] SHFES ov|sh=d &
FEY #ol 00l 7WHerE estA 5ol
APHATL 2 5 Utk 2 ol ik g
FE0] - 0l ZHst2E BE F7]0 O
F word2vec E12]E9] S50 & FHEH IS
& T AUtk

word2vec?] 5ol Ed & LQI AHdE &

o ok

4 ZHAolst BAo] BE o3E et
WES <E 5> olgle] 89T 4 otk o

£°1, 201013~2015'd Atolel] ZAAH ATH
$71Es word2vec ¥AIE|FOE BFAIZ]

LQIS 34 #kde] A 7ol
“clean”@ US4 Ao A o<l
“respect” ] T} cosine FAFE7} 2 ]3]

g 77 400y FEIE 5 o

B A 1

2Rl F710 AlE ] e LQL AHE 39 Aul= 2 Wb

A 2] A ZdolQd “cleanol] T
AR 7P w2 ode
“amenities” & WEF5271(0.999926), 1 HE
o]o] “friendly” 9] cosine FAFE7} 0.999394E
71E3t9tk o] ©@ol HA| “clean” 3} w5 A
ol =thal B 4 Stk cosine FAFES] #
o] 19| 75 F Tof Alolo] Bl =
o e R, BEA 2] 34 Aol
“respect”2] 7]Fol| A 7 Bo] Fo o=
“fiiendly” = LFEFE11(0.983350), “comfortable”©]
1 HE 0]o] %2 cosine FAHEE YERAATH
(0.982344).

3l cosine

LQI A+ 34l ol 3ol i ZdTE

£ 6>, <& 7>% °]g3to] 4H
o Aok /Y A @A Aol
“clean” 2] #H %S FollA] SentiWordNet
Aol -7 BAECE doEL
“amazing”, “big”, “friendly”, “great”, “help”,
“helpful”, “light”, “love”, “wonderful” 5-°]th
(<3 6>). SentiWordNet Al Q= TolES
THE AHE 850 wet T EER
Bghe ARrste] dojo] A =5 s

At I8lal & o cosine FAFES} T
B ARATE Fot v & #™ dos
o AR (“clean”2] 75+ 9) U] “clean”
o HHTFE AT < > US4 Ak
o] A4 o “respect”oll Wisl AAETE
TS 2oz Ake Avtol}
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2+ 0] “clean”2} “respect’oll CH3l cosine

FALETE =2 03] 407K

—Ta a
sHAl0] : clean SH A0 : respect
=M Thof cosine FAHT =AM ol cosine FAHE
1 amenities 0.999926 1 friendly 0.983350
2 friendly 0.999394 2 comfortable 0.982344
3 amazing 0.999346 3 speak 0.978475
4 city 0.998964 4 reception 0.974719
5 big 0.998786 5 trying 0.974041
6 include 0.998726 6 get 0.973301
7 front 0.998296 7 speaking 0.971923
8 door 0.997544 8 professional 0.971730
9 concierge 0.997445 9 polite 0.971677
10 customer 0.997429 10 nice 0.969497
11 food 0.997242 11 thing 0.969244
12 breakfast 0.997165 12 decent 0.969224
13 cleanly 0.997144 13 coffee 0.968268
14 bed 0.996031 14 overprice 0.968215
15 floor 0.995705 15 problem 0.967793
16 bridge 0.995050 16 excellent 0.967538
17 bedroom 0.995318 17 money 0.966381
18 helpful 0.989860 18 feel 0.966109
19 rooms 0.989460 19 example 0.964058
20 marina 0.989379 20 recently 0.963642
21 price 0.989318 21 why 0.962933
22 give 0.989092 22 modern 0.962854
23 pool 0.988659 23 meet 0.962677
24 locate 0.988483 24 love 0.962410
25 love 0.988433 25 course 0.962396
26 lot 0.987474 26 worth 0.961913
27 help 0.987338 27 impress 0.961509
28 gym 0.987336 28 prefer 0.960779
29 great 0.987021 29 provide 0.959951
30 light 0.986903 30 maybe 0.959516
31 guest 0.986317 31 old 0.955358
32 seem 0.985076 32 main 0.952318
33 spacious 0.979630 33 cover 0.948970
34 top 0.979611 34 expect 0.948541
35 toilet 0.979234 35 renovate 0.941141
36 think 0.977782 36 spotless 0.937603
37 side 0.977051 37 pretty 0.935435
38 window 0.976348 38 date 0.931688
39 wonderful 0.975527 39 bright 0.929450
40 take 0.975421 40 disappoint 0.925156
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<E 6> 9y Z

22l F71 WAlE e

AR 1QI XYY &

L LB = M

2] 22 chof cosine o] cosinefFALE x Clofg Cleanoi| chgt
TALE dEEHE T ZEEHET 5 d8ET
1 amenities 0.999926 0 0
2 friendly 0.999394 0.344 0.343791
3 amazing 0.999346 0.5 0.499673
4 city 0.998964 0 0
5 big 0.998786 0.675 0.67418
6 include 0.998726 0 0
7 front 0.998296 0 0
8 door 0.997544 0 0
9 concierge 0.997445 0 0
10 customer 0.997429 0 0
11 food 0.997242 0 0
12 breakfast 0.997165 0 0
13 cleanly 0.997144 0.125 0.124643
14 bed 0.996031 0 0
15 floor 0.995705 0 0
16 bridge 0.995050 0 0
17 bedroom 0.995318 0 0
18 helpful 0.989860 0.25 0.247465
19 rooms 0.989460 0 0
20 marina 0.989379 0 0
- 0.394686
21 price 0.989318 0 0
22 give 0.989092 0 0
23 pool 0.988659 0 0
24 locate 0.988483 0 0
25 love 0.988433 0.575 0.568348
26 lot 0.987474 0 0
27 help 0.987338 0.291 0.287315
28 gym 0.987336 0 0
29 great 0.987021 0.341 0.336574
30 light 0.986903 0.135 0.133231
31 guest 0.986317 0 0
32 seem 0.985076 0 0
33 spacious 0.979630 0 0
34 top 0.979611 0 0
35 toilet 0.979234 0 0
36 think 0.977782 0 0
37 side 0.977051 0 0
38 window 0.976348 0 0
39 wonderful 0.975527 0.75 0.731645
40 take 0.975421 0 0
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<& 7> sl ZMO] “respect’el HEET AlMtE
2] 224 chof cosine EFOi'i* oosine%’rAL'.:__X choje r_espectOH st
FALE HEETE T HHEE T E5 o
1 friendly 0.983350 0.344 0.338272
2 comfortable 0.982344 0.219 0.215133
3 speak 0.978475 0 0
4 reception 0.974719 0 0
5 trying 0.974041 0 0
6 get 0.973301 0 0
7 speaking 0.971923 0 0
8 professional 0.971730 0.028 0.027208
9 polite 0.971677 0.4 0.388671
10 nice 0.969497 0.594 0.575881
11 thing 0.969244 0 0
12 decent 0.969224 0.392 0.379935
13 coffee 0.968268 0 0
14 overprice 0.968215 0.5 0.484107
15 problem 0.967793 0.375 0.362922
16 excellent 0.967538 1 0.967538
17 money 0.966381 0 0
18 feel 0.966109 0.151 0.145882
19 example 0.964058 0 0
20 recently 0.963642 0 0
0.249608
21 why 0.962933 0 0
22 modern 0.962854 0.06 0.057771
23 meet 0.962677 0 0
24 love 0.962410 0.575 0.553385
25 course 0.962396 0 0
26 worth 0.961913 0.2 0.192382
27 impress 0.961509 0 0
28 prefer 0.960779 0.312 0.299763
29 provide 0.959951 0 0
30 maybe 0.959516 0 0
31 old 0.955358 0.107 0.102223
32 main 0.952318 0 0
33 cover 0.948970 0 0
34 expect 0.948541 0 0
35 renovate 0.941141 0.167 0.15717
36 spotless 0.937603 0 0
37 pretty 0.935435 -0.5 -0.467717
38 date 0.931688 0 0
39 bright 0.929450 0.208 0.193325
40 disappoint 0.925156 -0.25 -0.231289
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4.4 ¥ Az}

ME

2Rl F710 AlE ] e LQL AHE 39 Aul= 2 Wb

<¥E 8 MK SHof thet LQ At ZAEA Ao (20104-20119)

20104 - 20114
LQl AH

A =Y B =Y C =y D 5

fol
fol

(visually)appealing

clean

0.28579 0.396626 0.396816 0.210863

neat

inviting

44

(Tangibility) pleasant

attractive

bright

well lighted

well maintained

efficiently

RNEE
2= promised

0.192057 0.240999

(Reliability)
properly

prompt

0.250572

24 promptly

0.350195

(Responsiveness) informative

willing to

know about

respect

0.421089 0.154816 0.285514

]
US4

0.472186 0.339292 0.48312

(Confidence) polite
safe

conveniently

clearly

0.219312 0.285924 0.366681 0.338889

YAAE attention

(Communication) particular

anticipated

24 BHE $128 ol A2 ek
WE BUE U5 WeE BAsiE:

<3 &2 20109 FE 2011F Apolo] AA =

S AAR] AT ‘/}%V]”} Bz H% Cod
o] -7 Bk A Uehd o] SEE
g 159 A A FHo] Hqt
< 4 Aok

A8 2] “promised’= BEHE I} CSE

NA AAATE ZRAT & ST CsH-o]
< o} o]& C3Ee]
A ARzt Aol of&3h AH] 28} zto)
SAEo] tigk 29
84 (“respect”) A= ATHO]  oAA
polite™) oA DEEo] 714 Bo 34
E otttk oAkAT A9 “clearly’s A0
drp} AYPAESEFE Q75 A 21
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<E 9> MEX|Y sHof thet LQ At ZAEA 21 (20124-20139)

20124 - 20134 A 5 B = C a4 D 58
LQl A+
(visually)appealing
clean 0.376003 0.390784 0.311735 0.331606
neat
_ inviting
o3 A]
Trere pleasant 0.381079 0.405047
(Tangibility) attractive
bright
well lighted
well maintained
A4 efficiently 0.217091 0.319883
. promised 0.362558 0.208703
(Reliability)
properly
prompt 0.144407 0.071941
343 promptly 0.144263 0.125702
(Responsiveness) informative
willing to
know about
ol 4 respect 0.235677 0.400001
. ;:i polite 0.188888 0.192122 0.234692
(Confidence) safe 0.237704 0.334597 0.239274
conveniently
clearly
EA =S attention
(Communication) particular 0.496273 0.406989 0.472769
anticipated
<E 9> M2AY TSl tis) 201235 A4 F71Ee £4F Aotk “clean™ T
Bl 2013 & AE 1=l tigk AR sho] BER| At Bol woblal AnkE e
2 Asjolt). 201213-20131d Feke] AT E I} 2 39 439 HAEE =4 HrhEAnh
D5 E9 “clean”ol] W3+ 7H3HG7T ol 713F “pleasant”®] 7% ATH, B3€, C3¥ %
of His) wel AN, YA 36 2322 FHASE HriEden, ANHE AU
HISgE 22 AR les & o AT “promised”~ BZH I CTEO] A9 &4 7]
Bz El A=A 29| “promised”7} ©]F 7] 7 B9 AR oz d4E EES BT
R ol EQich Ade] JhAT ol 20148 7H 20159 F<telle AT, BSE, C
H ES 4T BT WS AQsd ATEe] 1 59T BE DASRYE Az A%
AL vrolxl R cHle] 318 4-L gol 7 (“prompt”)°ll héte] =& Ao S W3k
A=A BEE, C8, DY HdE o ok &, ATE Y iy e A9 BE SHE
& gl Ao Rt oIl4 Zgle) 1443} oAl el 24
<HF 10> 201435 20159 Ao]e] Hoh el HrIE S-S I 5= gk
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F71o] WA 2] 2484 Lol A

s Aul F4 B2k

<E 10> MEX|Y9 SHof tieh LQl Al ZFEEA 21t (20144-20154)
20144 - 20154 _ _ _ _
A=Y B =H Cc =4 D =Hd
LQl A+
(visually)appealing
clean 0.329487 0.479495 0.259279 0.386147
neat 0.132029
284 inviting
o pleasant 0.307664 0.248736 0.254032
(Tangibility) -
attractive
bright
well lighted
well maintained
A4 efficiently 0.312595 0.448426
e promised 0350671 0378145
(Reliability)
properly
prompt 0.36444 0.370558 0.371789
<4 promptly
(Responsiveness) informative
willing to
know about
e A respect 0.445101 0.325342 0.366298
i polite 0.150099 0.484688 0.377952 0.465031
(Confidence)
safe
conveniently
clearly 0.401926 0.414047
EA =S attention
(Communication) particular
anticipated
AHE 28] sgo whe} of YA WsletleA A E
D= W
T
B Aol A LQI AU a4 7H4olE A oz el izt WaEshe Aex e 4
A3kl Neural Language Network 7|5k N SREC] el Feas Tt AAs
wordovee o1 s s HE Azl O8] BUhe BHSHE Gans
7)ol SAR J_yg,] 59 /\-]H]/\o]] q}@ 74 o] HE-E Yok Ao g Bty 53] A4 o
o T3 38 Auxs o) giak Hyle & F =AY TS o= Ad SRS
ARG o)F Fo) FUH A (AL Aoy  BAECN U AT BT 4D
Ul 3 7o AH|~ ZAL wws] Boron =9ko, Ade] Mu| 2 Algat FEs 144
T A4 AZEE 37]ES 9F Bd)E I oA dA, AYAEY QAR e AldE
Lol B30 2 sElE 8]~ ZF o] A 9] 32 THL FE3] FHAA HrE Wk
14'"1—01*‘—1\3 E1 EE‘]]v—vrfl‘E]_] ]
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<Abstract>

Hotel Service Quality Evaluation Based on LQI using Sentiment
Analysis of Online Reviews

Sakong, Won - Ha, Sung Ho - Park, KyungBae

Purpose

With the increasing number of foreign travelers visiting Korea, it is a heavy question to evaluate
service quality of typical domestic hotel companies. Our research aims to evaluate service quality
of domestic hotels in Korea from the perspective of foreign travelers in order to provide the quality

improvements that call attention for the hotel management.

Design/Methodology/Approach

In this paper, topics of sentiment followed Lodging Quality Index(LQI) dimensions classifying
lodging service quality appropriately. Also, we employed word2vec algorithm which calculates
similarity and affinity among the vocabularies accurately. To calculate sentiment of each dimension,

we adopted scores from SentiWordNet.

Findings

From the result, we found the number of foreign travelers particularly satisfied with cleanliness,
politeness, and problem solving skills. In contrast, it has also been found out that both promptness

of services and efficiency of communication do not fulfill the requirements of travelers.

Keywords: 1LQI, online review, sentiment analysis, service quality, word2vec
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