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A Research on the Online Complaints on Travel Sites
Based on the Web Text Analysis
Z0U Ya-zhen
(Huagiao University,College of Tourism,Quanzhou,Fujian 362021, China)

Abstract: Given the increase of tourists’ dissatisfaction and the rapid development of China's online travel
websites, tourist online complaints become one of the important ways to reflect the service quality of tourism
enterprises and operational problems. With the review of relevant tourist complaints on travel315.people.com.cn,
the paper analyzes 405 cases by using ROST Content Mining system. It finds out that: most complaints about
hotel, airline and travel agency are on Ctrip and Qunar, and there is an obvious time distribution of low and peak
seasons; the complaints are concentrated on the dissatisfaction with hotel accommodation, air ticket booking and
travel arrangements; the satisfaction of complaint handling results is fairly low, mainly in the refund matters and
the staff attitude and so on.

Key words: online travel sites; complaints; content analysis
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