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Abstract

With the rapid development of the Internet industry and the aviation industry, more and more
people tend to buy tickets on the website, and many passengers will comment on the flight after
taking the flight. Based on textual data, this paper studies the characteristics of airline services
that affect passenger satisfaction, so as to help airlines improve corresponding services and en-
hance passenger flight experience. Firstly, this paper uses python crawler technology to crawl the
comment data of passengers of China Eastern airlines on CAPSE website. Secondly, high frequency
words in comment text are counted. Then the LDA theme model method is applied to obtain the
theme keywords, and the service characteristics concerned by passengers are mined from the
perspective of users. Then TF-IDF method is used to transform text comments into a word vector
matrix based on service characteristics. Finally, through correlation coefficient method and fea-
ture importance analysis method based on decision tree, it is found that the key factors affecting
passenger satisfaction in airline service are whether the plane is on time, flight attendant service
level, cabin environment and so on.
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Figure 1. Positive evaluation word cloud
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Figure 2. Negative evaluation word cloud
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Table 1. Airlines positive evaluation potential themes
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Table 2. Airlines negative evaluation potential themes
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Table 3. Section comments on the vector matrix of text
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Table 4. Correlation coefficient matrix
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Figure 3. Character importance
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