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A Study of Text Mining on Online Reviews of Luxury Business Hotels in Guangzhou

Xiong Wei / Guo Yangjie
( Department of Tourism Management, South China Normal University, Guangzhou 510631, China)

Abstract: Online Hotel Reviews are an authentic reflection of hotel guests’ perception of hotel service. Despite the existence of some
research results on this issue in academia, the majority of them made use of content analysis, which leads to a restricted application of these
findings in practice due to its limited ability of batch processing. This study aims to analyze online customer reviews of luxury business hotels
in Guangzhou in terms of word frequency and emotion with the combination of text mining and time series analysis methods, in order to predict
its development tendency. The research outcomes show that “overall services” and “room” are gaining increasingly attention within online
reviews of luxury business hotels by business guests recently. Reviews on service quality are transferring from technical quality to functional
quality as well. Secondly, positive emotion dominates online business guest reviews on service quality of luxury business hotels over the years.
And its dominance becomes strengthened. Thirdly, the results of time series analysis reveal that in the first half of 2012, “overall services” and

“convenience” would be concerned the most within online business guest reviews of luxury business hotels in Guangzhou. In the meantime,
more reviews would be accompanied with negative emotions. Limitations and future research suggestions are also discussed.
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