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ABSTRACT

Studies on online review have carried out analysis of the rating and topic as a whole. However, it is
necessary to analyze opinions on various dimensions of service quality. This study classifies reviews
of healthcare services into service quality dimensions, and proposes a method to identify words that
are mainly referred to in each dimension. Service quality was based on the dimensions provided by
SERVQUAL, and patient reviews have collected from NHSChoice. The 2,000 sentences sampled were
classified into service quality dimension of SERVQUAL and a method of extracting important keywords
from sentences by service quality dimension was suggested. The RAKE algorithm is used to extract key
words from a single document and an index is considered to consider frequently used words in various
documents. Since we need to identify key words in various reviews, we have considered frequency and
discrimination (IDF) at the same time, rather than identifying key words based only on the RAKE score.
In SERVQUAL dimension, we identified the words that patients mentioned mainly, and also identified

the words that patients mainly refer to by review rating.

Keywords: SERVQUAL, Keyword extraction, Healthcare, Customer review
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friendli help respect understand 1 16
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