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Abstract

With the rapid development of information dissemination channels,
online reviews make the advantages and disadvantages of tourism
resources more visible. Based on the feedback of tourists' experience
from the perspective of authenticity, effectiveness and concreteness of
online reviews, this paper makes an in-depth study on the service quality
evaluation of scenic spots with the background data of 5A scenic spots in
five provinces of Northwest China, It is proved that this method is
suitable for the service quality evaluation of tourist attractions. The main
research work of this paper is as follows.

1. Establish the category Dictionary of scenic service quality
evaluation. Based on the segmentation, tagging and integration of online
reviews, this paper establishes a category Dictionary of service quality
evaluation of scenic spots, which takes the influencing factors in the
index system as the boundary, and covers all aspects that may affect the
service quality management of scenic spots. The dictionary also has a
certain reference value for the Research of service quality of other scenic
spots.

2. Build the evaluation index system of scenic service quality. Based
on SERVQUAL theory and online reviews, this paper constructs a scenic
spot service quality evaluation index system composed of 7 first level

indicators and 24 second level indicators from the perspective of tourists.
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The index system covers six elements of tourism. Combined with the
characteristics of local tourism resources, this paper makes a detailed
analysis of multiple elements of scenic spot service quality.

3. A multi label short text classification model based on the category
Dictionary of scenic spot service quality evaluation is established. In this
paper, based on the category Dictionary of scenic spot service quality
evaluation, each comment is labeled by category dictionary, Bi LSTM
and double attention model are introduced to classify the short text of
comments. The classification model matches the long text of reviews to
the influencing factors of service quality evaluation in the form of short
text, so as to measure the service and improvement of scenic spots
according to unilateral factors.

4. The negative emotion text is analyzed to extract the information of
service quality management improvement. In this paper, through the
construction of emotional scoring model, emotional polarity calculation,
and the emotional score visualization, analysis, induction and reasoning
for the text with negative color, mining its text information, and apply it
to the scenic area service quality management optimization
countermeasures.

In this paper, online reviews are matched to the influencing factors of
service quality evaluation in the form of short text, and the multi elements

of scenic spot management are analyzed in detail. By mining the
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connotation information of negative emotion text, potential users' views
on scenic spots and products are understood, and further research on the

improvement of scenic spot service quality management is carried out.

Key words: Quality of service; Online review; Evaluation index;

Short text classification; Negative emotion text
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2, FERER LSS BIERRZ N 4 o GR AT AR SO K B ST A Hh 1) 15 1]
T O R A R AT D 5 1 SR, ISR AR A AR G X RISk 1.
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RIS L AT RSB A SR, 85005 X A 55 b B8 PR PP OB A (19 S A
M.

1.4 G FAESR

ARLEEH 7T AEFE 2508
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R, AU REFXATERERE, RSEH, Wi, e LEEX
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2.2 FXFGTREE

2.2.1 WMEHEFERTCIZ ML

KAEIHEIZ M4 (Long Short-Term Memory,LSTM) A&7 ¥R 125 }¥ 2% ) — Filr,
T BT RR AR, ARG F T I B A, G SR o ] KA
itfZ (Bidirectional Long ShortTerm Memory,Bi-LSTM) & Hi#if 1] LSTM 55 71
LSTM 1A e, A Bi-LSTM #5584 m] DS b ()4 H2 6 A PN 901 9 T K R g
RIS R, PR TE A AE S AT & A R LN UE R

(1) LSTM fiaisr

LSTM FIv 53 B2 mT LARERE g, 38 3o S 40 R A4S Hh 5 B s s A AZ 8 115 B
A0S o 2 20 5A B 0015 B8 DML, miJoH ifE Bk 5, I k2R
A, Hop, 8BS, 012 S i BN R0 R E IR AR Y AT T A ok
sl ], 8120, I ToReEm], SRHESL W B R

® ® ®

t T t
s [T A

© ® ©
2.1 LSTM RAHEZE K]
(2) Bi-LSTM 724
XA KT ICZ M AE LSTM B8 =, 256 18 7 ) LERT B A0 5 7] P

AT ERME R T e 2R, BT LSTM JZ B AR FF t i ZIBLA
Z AT ZIR 45 U2 105 1) LSTM R A AR 781 i 20 LK 2 R I 2115
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— A, LSTM R BAES & — D i 5 41, 4 XA K R I 1242 R 2%
Bi-LSTM H /£ B R 1E 5 AL BRI 7 5 R 2, IF HARHUS 7 AN IO «

2.2.2 NEREEHEE

TE T IR R A0 i SRS TR A A 2 B 2 2 A T, A
SE AN G i 2% (0 A EH BEAT AL 5 Bl a0 A\ B 24 AL L PR R AL 5 ok
Wi g R 5 (10 0 o 36 T X AR ) 25 140 il E REAT I, £ SEEB AR N 5 i L FRD R S R
I, IS RERSA FHBE 2 1N IR an B it B SUE

BRSO 2RI, GIN “VER 17 MURPR B R APk sy, 3
LRGN N B PR, MR — AN BN 2 AN, JRREAREANEE T “E
B 17 DU AN, SRR S A5 2 e 21 ) B i — SR XA i A e
P& Sl “TER 17 WL, 28 softmax BRECSEILNS SCAKI 7238 B W28 45 A
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sentence
attention

sentence
encoder

word
attention

word
encoder

ﬁ

2.2 ZJRIER IR 25 45 ]

(D) 75 gmbs 25
BERISCA I AT 55, R VN BOUAR T A AR A 70 N2 AN aiE, BikZ
JEE B IR — R RO B — AN . BRI R FE rp,  J8 I 9] ik N R
We RIS e il [ &, BN B — N wi, Hod i R 1AM ¢
FoRE ¢ A, BARGRISRIEN T AXAR:
Xit = Wewit € [, T]
hi = GRU (xi),t € [1,T] (2-1)
hi = GRU (x),t € [T 1]
(2) WHERIZE
FEMOCAR R, AR AR SRR & A RVER, BAE S R AE 55
FEA B AR AR U A A B, e anfe i 2o 28mF, A TATRe 2 L
TR AR Al GG REGR . A TENGRE R CER)” TR IR
W B, BT T “RGERE AR i MRE R RN ui M4 softmax PR
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AR JE BB RBCRIR N a i uw Ko — DNEENLAIIGA I &, s it JAT145 2
H2 1 ANalE R &, BRI 2 U
Uit = tanh(thit + bw)

exp(u, tw)

- Z exp(u, tv)
Si = Z Aithit
t

(2-2)

(3) A) T gt a5
23— AN G = ) JE X EE I AT AR e, ARSI softmax A i
H AR B B B B, e E @I DIR853 2R A T IR R . BTSSR S
WA g aR R, AR
hi=GRU (s1),i 1, L]
hi = GRU (s1),i e[L.1]

(2-3)

(4) HTRERIZ
AT IERZANGRE)T, BAGINA)TFHRERI)E, BRI A FRHE I
S A A T RIRLE, AR T BUBGS ACE, A TE AR T I
(RIRCER, ) J2 T 1y R 0 B AR S T VR ) A el R D2 b, Hovk
AR WTT FroR:
ui = tanh(Wshi + bs)

B exp(u; us)

Z exp(u, us)
V= Z aihi

(2-4)

2.3 SVM &3k

SCREAIEHL (Support Vector Machines,SVM) J&—Fft — /245578, HH {2
FHR NPT RS FEARBEAT 2 51, 435000 S 02 R B e KAk, & —A
I YOI ROk SR A . BB AN BRI, O REIES, XMREMIK,
AN 310, H2 (B N AEAE TCBOK PUR AR 73 2RI B2, T PR R AR B3 1
fkl 43 LRI RG 55K 1 B AR R A TRk ) RSP T

SVM ARSI ZRim R i 1 -
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(1) BB SR 22 9 P 77 15— N T T wxe+b=0 45404 s 2 45
(2) $RF1H BT TR HOREAC £, DA (R0 5 0 7 T A O B0 5 R
W%, BMEAIR AR

r= min t (2-5)
i=1,2,.. N

(3) HFEA R BRI A BE BOR, 2 SRMER et s, PRl ZRid fE
T LUK BUR AT RE R BIRAME K, SREUR A 7 &1

LYK
max r
wib
(2-6)
i ( W kit b )= r i=12,..., N
[ [
HH R H 8] B 55 ) LR TR R ok 51 45
T
max r=max-—,———
wib wib | W” (2-7 )

A

vi (wxi+b)= r i=12,..., N

ﬂ@ﬁ@@%@ﬁﬁﬁ%%%ﬁ%ﬁ@%%,%uﬂégﬂy$%,%%%
[ AR A -

max——
W (2.8
vi (wxi+b)> 1 i=1,2,..., N
Ho A max ! %ﬁﬁ:minl ||w|| 2
wib ||W|| wib 2
A LR AN
.1 2
min - |u
(2-9)

yi (wxi+b)> 1 i=12,..., N
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REFFAND T SRS PEEI IS, OREFXIRSRE . SRR H
MR . iy H R RAEE G . R, iRy H B HBe . Flat
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SERVQUAL P i Ik 55 Jii 2 iV 78 N L I A = 9128 22 Ta] R R 55
AKPZERE, P AR T R IR S5 0T B F B0 (1 e e M 2 A, BRAL IR R IR 55 1 %
BAET TR, ENREN AR AR sk o fREEPE. R
P S ANERE, Hh s TR, FERS . BATRE. REkSERE. 2T
RIFEZ AN EARbR . BEETH 3 BRI, LA i SERVQUAL #X
RIRIEREE b, AR TTEEE . RO BEATME. Btk LS. s, (5
Itk 2ate. TR AIRESEZANYERE.

AR T B MHERA ) ONVE 5% 0 T 5 XRS5 i = PP, ¥ SERVQUAL
PR Sk s D R ARG A, PR TR LR SCARHRE Sk A9 2 B SRR = AR 1
EIENL, WE TR XOIRSS PR PN fe AR R R — R bR, GREATRIE. ATEEE.
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W IR, APEAEH R R IR S B, DA RIEREION R AL A AL 4y
BT X i 25 A5 PO JBE -5 A R JEE 150-521
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