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Abstract

Nowadays, online reviews in China cover more and more areas. For the hotel industry, online re-
view data contain a lot of information that can provide reference for hotel management decisions.
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This article takes Nanjing Yilai Hotelas the research object, use after data preprocessing, the yilai
hotel online reviews information, constructed with Yilai Hotel that meets the needs of the customer
satisfaction index system, using analytic hierarchy process to quantify the index weight, by fuzzy
evaluation method to the hotel to the study of customer satisfaction. The research results show that
the overall customer satisfaction score of Yilai Hotel is 69.222 points. Among the first-level indi-
cators, the satisfaction score of hardware quality is the highest, while the score of service quality
and location is relatively low. By analyzing the satisfaction scores of various indexes, this paper
provides targeted improvement suggestions for Yilai Hotel from four aspects: hardware quality,
service quality, hotel location and marketing publicity.
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Table 4. Three-level index evaluation vector
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Table 6. One-level index evaluation vector
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Table 7. Satisfaction results
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