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Abstract

Based on the psychological mechanism of Chinese guests’ choice of hotels, 2331 guest evaluations
are collected from 199,600 words of third-party service platform, and the factors, experience
process and psychological feelings that affect Chinese guests’ choice of hotels are analyzed by us-
ing grounded theory. The five dimensions of Chinese guests’ choice of hotels, namely “Hotel cha-

racteristics”, “Affiliated interests”, “Service level”, “Expectation of residents” and “Willingness to

repatronize”, the hotel factors that affect residents’ feelings: cleanliness, facilities, decoration,
space, subjective factors that affect residents’ evaluation: convenience, enthusiasm, thoughtful-
ness, patience, environmental factors that affect residents’ attitude: location, cost performance,
transportation, quiet, expectation factors that affect residents’ satisfaction: feeling, and expecta-
tion. Finally, combining with the technology acceptance model, this paper established the psycho-
logical mechanism of hotel choice for Chinese residents, namely the TAM model. Based on the
grounded theory, this paper constructs the basic framework of psychological mechanism of Chi-
nese hotel choice. The research results not only supplement the hotel service management system,
but also enrich and develop the service research field, and provide theoretical support for the
ecological innovation practice of the hotel service industry.
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Table 1. Results after spindle coding
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Table 2. Typical relationship structure of spindle codes
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Figure 1. Psychological mechanism of hotel selection by residents
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Table 3. High frequency words for cognitive evaluation of hotels
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Figure 2. Characteristics of hotels in terms of customer pursuit
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