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Abstract

Purpose — With the popularization of the Internet and social networks, consumers
often browse other customers’ reviews before making reservations or consumption, as a
reference for making choices. Consumers often need a lot of time to browse online
reviews one by one. On the other hand, business managers often need to spend a lot of
time browsing a large number of reviews page by page to understand customer feedback
on the products or services provided. This study aims to propose a graphical approach to

summarize online reviews.

Design/methodology/approach — This study proposes a graphical approach to
summarize online customer reviews on two-dimensional graphs based on the concept of
text mining, sentiment analysis and social network diagram. This research first finds out
high-frequency nouns in the customer reviews, uses similarity analysis and the
multidimensional scaling to calculate the coordinates of each high-frequency noun, and
then displays these nouns based on the concept of social network diagram. In addition,
this study further employs sentiment analysis to show the tendency and degree of positive
and negative emotions in customer reviews.

Findings — Online customer reviewers of three famous tourist hotels in Taiwan,
retrieved from Booking.com, are taken as an example to illustrate the proposed approach.

From the perspective of consumers and hotel managers, the features and improvement
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suggestions for these three hotels are provided respectively.

Research limitations/implications — There are many special cases in Chinese
semantics. Because the sentence structure of special case words is more complicated and
there are many exceptions, this research did not deal with these special case words
separately. In addition, graphical display methods often have errors, and this research did
not verify that the relationships in the drawn graphics are completely correct.

Practical implications — This paper provides several implications for consumers
and business managers. With the help of graphs instead of complex and lengthy texts,
consumers can make more appropriate choices according to their preferences in a shorter
time. Managers can also observe guest feedback or opinions from the graphs, which can
be used as a reference for improving or adjusting business strategies to enhance their

competitive advantages.

Originality/value — This study proposes a graphical approach to summarize online
customer reviews. Consumers and business managers can directly observe the results of
summary comments in a more efficient way. Greatly shorten the time spent browsing
online reviews page by page. This research framework can also be widely used in other

industries.

Keywords: Text mining, sentiment analysis, visualization, customer review, social

network diagram
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