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Abstract

Based on social comments and pictures in Ctrip OTA, this study adopts the method of text word
frequency statistics, supplemented by Python language to judge the emotional tendency of text
and statistics of emotional words, and analyzes the cognitive image and emotional image of Atour
Hotel (Hangzhou West Lake Guyu Road). The research shows that in terms of cognitive image,
customers’ impression of themed boutique hotels is still dominated by location, facilities and ser-
vices of the hotel, and the IP concept of the hotel does not leave a deep impression. In terms of
emotional image, whether positive or negative, it is the overall experience and the hotel environ-
ment that can better attract the mood of the guests. When the immersive experience provided by
the hotel to the guests is insufficient, the guests seldom have enough feedback on IP, and the effect
of using IP to operate their own hotel brand community is not high. Based on the research results,
this paper puts forward suggestions for the construction of IP hotel image.
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Table 1. Adversarial lexicon
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Figure 1. The process of Hotel image analysis
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Table 2. Ctrip OTA comment picture information in the noun high frequency word statistics (top 50 items)
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Table 3. The dimensions are divided according to the content of the picture
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Figure 2. Photo containing “interior place” in the comment

B2 8% “9 BiTLE R 2]

DOI: 10.12677/mm.2020.104071 590 AR


https://doi.org/10.12677/mm.2020.104071

MREEE 4%

MG T B L2 S ST FOA B VEiE, 1R

Figure 3. Photo containing “surrounding venue” in the comment
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Table 4. Positive emotion words rank in the top 50 statistics
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Table 5. Negative emotion words rank in the top 50 statistics
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Table 6. The emotional tendency of guest review texts
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Figure 4. Photo containing “fresh breeze” in the comment
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Figure 5. Photo containing “poor experience” in the comment
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