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A, TE T2E F, THEH A= MEIS A
A}(Provider-oriented)ol] &J3 A H WHEZ &
=

3 ofd

Reveiw Polarity = 3, + 5, Rating 3
+ ByReview Number+ BsReview Depth
+ B, Erperience Subjectivity
+ B5Host Subjectivity + B4 Price
+ B Runtime + BgLanguage + By Photo
+ 0,y Hosting Years+ f3;, Co_host+ 3,

o= ofgfe A (e TEHHTE BAH
(Rating) 0.2 5-0] EHl 3] 7]%2(Tobit Regression)
S A e Bousl 20 BPL el
A7F 0ol A 53 Abel2 1L W97 AdE o] Q)
7] Witel] G 3R A 2ole HAxt
SHOZ AFE YA =Y SHFY 4

B2 24 S22} ATkLong, 1997). T2}A
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Uz A 7US 449 By A7RLE 24
Fashech

Rating = B, + B, Revuew Polarity 4
+ By Review Number+ B;Review Depth
+ B, Experience Subjectivity
+ B, Host Subjectivity
+ BgPrice + 5, Runtime
+ BgLanguage + By Photo
+ By Hosting Years + 3,,Co_host
+ B, Category + ¢
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SA whE A ) PIRVHA R BA-, 2
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(B 2) 7= A1

¥, %E}ﬂ xﬂfﬁtﬂ]/ﬂ L“i Y LHA Xdzﬂ %
Ng 78 5, o5 25 iR vhe Bk
=2 %;8}04 A ARE-E AT
S2EVL RS Ll AF ANeY =
S2E gt &g FHE g P
FHUAE 247} 0.50(0.12)7 0.41(0.13)S Ko
AE FEES Bk g 28] APl tE
& H7 USD $ 2281019, A3 XA 7+
2 3 AR W 9]e oA dEE
018 &= Y Th B2ET} AFREE Ao
E 37 1.647) AxolH, L8l A Y
93k AR AAE ¢k 9FFol3, 2 ZER)
Zhste] el APog dole 52
EE%?ZE% HH ﬁ% 328 AEL 56U I

Mo M4 Y
O
M
o

N

i

A 1 B T S O e SRS VR = = < o3
e ok L

Variable Obs. Mean Std. Deyv. Min Max
Review Polarity 885 0.31 0.18 -0.01 0.80
Rating 885 421 1.78 0 5
Review Number 885 136.19 330.93 0 3661
Review Depth 885 26.24 19.54 0 599
Experience Subjectivity 885 0.50 0.12 0 1
Host Subjectivity 885 0.41 0.13 0.03 0.77
Price 885 22.81 21.81 0 300
Runtime 885 69.93 24.90 30 390
Language 885 1.64 1.34 1 18
Photo 885 8.96 3.65 4 47
Hosting Years 885 5.59 2.74 1 12
Co-host 885 0.33 0.73 0 3
Great for groups 885 0.25 0.44 0 1
Social impact 885 0.05 0.21 0 1
History and culture 885 0.46 0.50 0 1
Cooking 885 0.19 0.39 0 1
Dance 885 0.02 0.16 0 1
Entertainment 885 0.09 0.29 0 1
Fitness 885 0.01 0.09 0 1
Wellness 885 0.16 0.37 0 1
Olympians and Paralympians| 885 0.01 0.03 0 1
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L4EAS 0l83 2atel MY i BIMFEolEe FUETF IHYT| ojHls B 2

4.2 M 2M A= (. 2y SR 7HE AlelollE &
o FAAAT e Aoz FRlHAG
E Ao ALE-H s 7he] AadEA = o SYWHE 7H] AEAEA R ElEdE, HH
9] <3t 3>3} 2t} o] & Tl WS ARA I} 25 Zo] Alole) 0579 tiai =& ATTAZE
A3 YsSB4, YR, Bla ol 22 EAER oY, g3 A7 HAE e
AR 242 FAE, AYAE, S2EZFARES & o BR 87X Fol VIFE Felste] AP
= A9, AF 2 AR, s 245 Ae] g§3AS FH3IY T
o} T8 32EQ| 7t ] AIBA T Aol TS FAESE 2291 FH|ae] W 11e A
(E 3) FHEF7F AR 24
Variable 1 2 3 4 5 6 7 8 9 10 11 12
Review 1
Polarity
Rating | 075 1
Review sk ok
Numbor | 01977 018 1
Review ek -~ -
Depth 0.53"" 0.57|-0.24 1
Experience | 122+ 6 15 904 | 0.03 1
Subjectivity
Host o
Subjectivity 003 | 005 | 001 | 005 | 017 1
Price  [-0.097(-0.09""-0.01 [-0.06" | 0.03 |-0.01 1
Runtime | 0.00" |-0.05 | 0.06" |-0.02 |-0.02 | 0.01 | 0.13" 1
Language | 0.12”| 0.1177| 0,09 0.03 | 005 | 0.07" [-0.03 |-0.05 1
Photo 0.28™ 028" 0.22" 0.14™| 0.09""| 0.107"-0.06" | 0.06" | 0.04 1
Hosting |, 57 | 608 | 0.11™| 0.06" | 003 | 0.01 | 008 | 003 | 0.127 0.13™ 1
Years
Co_host | 0.1377] 0.13"™"| 0.32"-0.04 | 0.02 | 009”7 |-0.06" | 001 | 0.12"" 0.14™| -001 | 1

(E 4) FlE|ma] 7+ Amp 24

Variable 1 2 3 4 5 6 7 8 9
Great for groups 1
Social Impacts 0117 1
History and Culture| -0.07" | -0.03 1
Cooking 0157 -0117 | 0367 1
Dance 0.06" 0077 | 0.03 -0.06" 1
Entertainment 006" | -005" | -0177"| -0.117"| 008" 1
Fitness 0.01 0.04 0.08" | -0.04 0077 | 006 1
Wellness -0.05 -0.04 028" -0.18™"| -0.03 -0.07" | 0.03 1
()P}Z;:lp;laﬁiaigd 002 | 001 | -003 | 002 | -001 | 001 | 000 | -001 1
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M olet 2212 A W BIZYO(0|Ee Fazyt kR 0jX|s I &4

F(B=0.001"", p<0nS FH Zo]B=0.002", p<01), Entertainment(B=0.033", p<.05)oll A 22+

p<Ol) B Z47F folet o] #AIQ Ao 2 e} o3t Ao #AE A=Ak

Wtk ol FHBA FRFAAM 2L o] 8AE]

FA= Qs AAE ARIL O o] 8t w3t 4.5 HEO| CHEH EBIS|HEN

of W% FAHAA JFS AL ' RS AT

Aoz syt AB| 2 o] & F7]o i3] ekl el HH ¥
ot 7143 #Ese BAZ2H} G814 7 A EA A wlolE < BHS 1A

gkgtom, AP, 28 T&AS T8 TAE nEo g 7133 A7E o FPHUY &5

o] ¢ gk fFojobA] AT Wi SAET} AL g, FFgheo2)e 1 ANEHE 45 S F

7Fs e 019l $=(B=0.005, p<.))9} 23 A Gl EHFE H2EFNA ] FTF 3 Rating) S A

ARE | AR FB=0002", p<05)ell A= 22t gatgled, 9de AGE WA "Ert A

9] frefgt #AZE Asol FR1F AT 7 g Ao ZPus] J3s fa FHA g

W) M E Great for groups(B=0.030", p<.01), OLS tizl BHl 3 AEAS &85 559 =

Social impacts(B=0.038", p<.05), Cooking(B=0.033", Y 7ke] BAS =439

(Z b) 2lF 4ol chsh LetMs sl7(2y = 2ot
DV I: Review Polarity Coef. Std. Err. t P>[t|
Rating 0.054"" 0.003 19.01 0.000
User-oriented Review Number 0.001"" 0.000 3.38 0.001
Review Depth 0.002™" 0.000 8.14 0.000
Experience Subjectivity 0.095™" 0.032 3.00 0.003
Host Subjectivity -0.058™ 0.028 -2.03 0.043
Price 0.001 0.001 -0.55 0.579
Runtime 0.001 0.001 0.78 0.437
Language 0.005" 0.003 1.67 0.095
Photo 0.002" 0.001 2.00 0.046
Hosting Years -0.001 0.001 -0.96 0.338
Co-host 0.001 0.005 0.15 0.879
Provider-oriented Great for groups 0.030"" 0.010 2.92 0.004
Social Impacts 0.038" 0.018 2.11 0.035
History and Culture -0.009 0.009 -0.99 0.321
Cooking 0.033"" 0.012 2.83 0.005
Dance -0.002 0.024 -0.07 0.941
Entertainment 0.033" 0.014 2.33 0.020
Fitness 0.043 0.042 1.02 0.309
Wellness -0.018 0.012 -1.49 0.138
Olympians and Paralympians -0.014 0.110 -0.13 0.897
Constant -0.038 0.026 -1.46 0.144

“p<.1, "p<.05, "'p<.01 Observation = 885, Adjusted R* = 0.614, F = 71.43", R* = 0.623
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webq 17 S B (rating) .2 S uf,
AR Aol FA|E AMH| 2 o]-&A}(User-oriented)
9} AH] 2 A FAH(Provider-oriented) F 712 #-H
o2 Yol A3, A Ae <iE 6>
2ot AA) 2do] HAe AgEe 0.6740) 1,
B A FAAE MBIz o] 8] S
B froetA YERT ole 2l 7
Jol SAAYTE HHME Fs Ao BAL
JomB=1233", p<0l), FL3A FH F
(B=0.001", p<.01)$} ] H Zo|(B=0.006", p<.01)
of el = Zt7t o5k Ao #ATL sl &

5

7d5ol=

7} Aulz A AR SAE ] AolE L2kl A
@ 27)3% B )3 g RN 2
I} FoatA YehA] E3th thel &
o] KgPAgto] frofgt Fof AR UrEPr}EU%
(00017, p<.05), Z2E7} 2818 AF 2ME 9
3 QREgF AR Sl X frolst o AATE
1= A TH0.005”, p<.1).

o
3T

P ABE QAT FARH Fpeted,

olElth ol X FU) BolA4E a8y 1 27 Z/J(Review Polarity)ol] thall 71421 =24
2H7F AA 2A5F oY YRS o] g8 1L 28 IJAEAS APtk i A w@e
Aol BEE FAROL FAB JA B A A wes %ﬂ o] =), ok e A
T Aoz I vl B A Fo] T4 A Apo|7F fEEA] W0 Afo]E FF skl §l
(# 6) g&oll st B8 372 8 21t
DV 1I : Rating Coef. Std. Err. t P>|t|
Review Polarity 12337 0.070 17.59 0.000
User-oriented Review Number 0.001"" 0.001 4.02 0.000
Review Depth 0.006"" 0.001 10.27 0.000
Experience Subjectivity 0.053 0.079 0.67 0.501
Host Subjectivity 0.048 0.070 0.69 0.491
Price 0.001 0.001 -0.60 0.549
Runtime -0.001" 0.000 228 0.023
Language 0.001 0.007 0.15 0.882
Photo 0.005" 0.003 1.96 0.050
Hosting Years 0.001 0.003 0.31 0.755
Co-host 0.013 0.013 1.02 0.307
Provider-oriented Great for groups 0.034 0.024 1.38 0.169
Social Impacts 0.003 0.043 0.06 0.954
History and Culture 0.015 0.023 0.66 0.511
Cooking 0.004 0.029 0.13 0.893
Dance 0.024 0.058 0.42 0.674
Entertainment -0.002 0.034 -0.05 0.958
Fitness -0.013 0.101 -0.12 0.901
Wellness -0.002 0.029 -0.08 0.940
Olympians and Paralympians -1.413 36.044 -0.04 0.969
Constant 4.179 0.064 65.33 0.000
*p<.1, Hp<.05, ***p<.01, Observation = 885, Pseudo R? = 0.674, Log likelihood = -194.84
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ZdEME 0[3e 2etel A uf B|YHHo|Ee FRETt

TARER| olxl=

EX0] &g 7Fd & ek 2@y &gl g9 oK B=3.400", p< 0D, 23 Aul= AF
#T A9 259 g & Aole vExe] 23 zke] A7) g daide Fo gt
Aols 94 A FPITh B 5 9S Ao B=2.119", p<05)& 1& 5= ATk ol ¢l
olof], AA| HoJElo] el E& 2 review po- A} o] A AlES FAHOE J|sdF
larity $+& 71F 0.2 AFEe H, Al FUHOE £ 0 9o FAAR IS, 1A A &
o] 7 2 AAS Hlo|HE ARSIt Ned AR 2 7|adrs 1 s 34
5 T A F R AR e RS A YIS A AoZ A AHE g1l
2 OuHT 002, 95 7 iAo 24 g 7 Asdth
A7 w2 FEOE Hrus 12 448t
FAATRE Y] <3E 7> 2o, HRkE< V.2 &
Ade ShA T AT T FAFSHA T A1H]
2= o] & AH(User-oriented)oll &3t= HA, 2l 5.1 A7z Q09
g9 dole =2 S 7HEFE R Aol
SRR =& s 7t gEo] =3 T B ATE RS o] &ate] 281 A
A8 2~ A FAH(Provider-oriented) | A = w}EH7}FA] A AT E T MBI EAo] 1 BES HH I
2 32E7 A AP AvlE] tisiAe A YRAECE FUS W) 2ol ougt FaFe] Q)
(E 7) 2|7 2ol thet 2X|AE 37|28 FH Zo}
DV I: Review Polarity Odds Ratio Coef. Std. Err. z
Rating 3.65 1.295" 0.502 2.58
User-oriented Review Number 1.00 0.001"™ 0.001 2.07
Review Depth 1.03 0.027™" 0.007 3.63
Experience Subjectivity 29.96 3.400" 1.033 3.29
Host Subjectivity 0.12 2.119" 0.943 2.25
Price 0.99 -0.009 0.007 -1.15
Runtime 1.01 0.007 0.006 1.22
Language 1.24 0.219" 0.117 1.88
Photo 1.03 0.030 0.036 0.85
Hosting Years 0.96 -0.046 0.044 -1.04
_ , Co-host 0.84 -0.172 0.175 -0.98
Provider-oriented +
Great for groups 1.81 0.591 0.331 1.79
Social Impacts 2.67 0.983" 0.565 1.74
History and Culture 0.53 -0.627" 0.293 214
Cooking 2.07 0.726" 0.381 1.90
Dance 0.93 -0.068 0.810 -0.08
Entertainment 2.67 0.982" 0.489 2.01
Wellness 0.44 -0.818" 0.405 22.02
Constant 0.00 8236 2.624 3.14
“p<.1, "p<.05, "'p<.01, Observation = 585, Pseudo R* = 0.419, Log likelihood = -235.65
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Sentiment Analyses of the Impacts of Online Experience
Subjectivity on Customer Satisfaction
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Abstract

The development of information technology(IT) has brought so-called “online experience” to satisfy
our daily needs. The market for online experiences grew more during the COVID-19 pandemic. Therefore,
this study attempted to analyze how the features of online experience services affect customer satisfaction
by crawling structured and unstructured data from the online experience web site newly launched by
Airbnb after COVID-19. As a result of the analysis, it was found that the structured data generated
by service users on a C2C online sharing platform had a positive effect on the satisfaction of other
users. In addition, unstructured text data such as experience introductions and host introductions generated
by service providers turned out to have different subjectivity scores depending on the purpose of its
text. It was confirmed that the subjective host introduction and the objective experience introduction
affect customer satisfaction positively. The results of this study are to provide various implications to
stakeholders of the online sharing economy platform and researchers interested in online experience knowl-

edge management.
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