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Study Method Key Finding

Priporas et al.

(2017)

Survey Methods

1) Airbnb guests are interested in lodgings which have access to certain tourist sights, and in easily

accessible information and efficient resolution of problems during their stay

2) Airbnb guests have very low expectations of the amenities and services available at the lodgings.

Tussyadiah and Zach.

Text mining and

Attributes frequently mentioned in guest reviews are associated with location (proximity to point of

(2017) regression analysis interest and characteristics of neighborhood), host (service and hospitality), and property
Ju et al. Text mining and Service quality attributes associated with website, host, and facility that produce distinctive effects on
(2019) factor analysis customer satisfaction

Ding et al. Text minng and tangibility are the major sources of Airbnb users’ dissatisfaction. attributes under the dimension of
(2021) Sentiment analysis convenience are the major source of user satisfaction

Amat-Lefort et al.

(2022)

Text mining and

Sentiment analysis

a significant positive relation to the guest’s sentiment: apartment views, host tips and advice, location
and host friendliness. negatively correlated with user sentiment: sleep disturbance, website

responsiveness, thermal management and hygiene issues




IoI. 743 A v A : H| A 0| 2 Modified SERVQUAL

- BIHo| Rt o= TME (tangibles, reliability, response, assistance, and empathy) SERVQUALE 8! AA0A T1HE 20| &=
MH|A EX =X (Ladhari,2012).
« OfX|Zt SERVQUALZ 3% =it 22 M= H|EZLIAO Cigt MH|A FES SHo17|0f| YEtXO0[2t= ofA| 7t ZXH(Adbholkar et al., 2000)
« Akbaba(2006)0| =Xt Modified SERVQUAL : MSQ £ ME S8 Miit 28 SHEL| MH|A EE SHU = A4S 2 EE(Ding et al., 2020)
x

ol

I—O =
=) Akbaba(2006), Ding et al.(2020)2] MSQ &F0[M AMH|A S £4S =E5I01 et £40| 12 AtX0)| JS 0|X|= 24
MSQ Dimension 9|
Tanaibl the environment in which the service is delivered. It also includes any tangible commodities that facilitate the service's performance or
angibles
communication (Zeithaml and Bitner, 1996:111)
Adequacy in

the ability to deliver the promised service consistently and dependably (Abu Alroub et al., 2012).
Service supply

Understanding and | caring individualized attention, the firm provides its customer(Zeithaml et al., 2006, 120) through which the customer is treated as if he is

Caring unique and special

Assurance the employees' knowledge and courtesy and the service provider's ability to inspire trust and confidence" (Zeithaml et al., 2006, 119)

Convenience Getting information about the facilities and services of the property is easy. It is easy to access property(Ding et al.,2021)
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Modified SERVQUAL :MSQ

Mapping topics onto
Service Quality dimensions

Review

Crawling
& Preprocess

Sentiment Score of each
MSQ dimensions

Topic Modeling S:E:ll; :.l:t —_— [
is

|

Derive dimensions

Deep
of service quality

Leaming models

A

Econometric Test

[ Econometric Modeling]

v

Effects of MSQ dimensions on customer satisfaction

Data Collecting and Preprocessing

v HEY 37 549 E3E Mrmention 52} Review &
v 2017 ~ 2022'F 5& 74 O|4) =4ot M 2|57 H[O[E 48837 &&
v =80 M2l A EZ3}
Text mining _\ E
v GSDMM && 2|F Topic modeling T
v EZZEE Topicit Modified SERVQUAL :MSQ A&
v KoBERT & MsQ Dimension & Z+'d A3 0 =&

~~

Econometric Model Test

v Tobit ZHE =83t

Econometric Testing




m. H BEHE . ETlpE2lrqQl)

M2 EE017| 2dll Gibbs Sampling for Dirichlet Multinomial Mixture : GSDMM 7|8 X &

o

=2l 27U M ME|A FE
GSDMM E&2 SHLS| M7t St F=H|eF HEtE|0f ATt 7Hol B2 =M FHE =E0517| XEH(Lossio-Ventura et al. 2021)

P

=28

ZEHME W HIAEQL 7| HAEJI SRE|0 QIOOZ 2 )M =

- 2HL— 11—

SDM
E4o| I8 LPHol= WO = Top20 Word2| Coherence ScoreE &&. S2{AEQ| 7147} 1070 & [ Coherence’t =014(0.384) 10742 MY

T=

Modified SERVQUAL :MSQ Topics Extracted From Review
(Akbaba, 2006; Ding et al., 2020)

Topic Topic Label Relevant Keywords YE1E
Tangibles
1 BEuUF AE, 2, OHEE, O, ZH|, A1, =, "E, Ot a4 =9 82
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AFE 7|8 242 7|Z0 228 £ TO| 2-2H AHS 223, 289 ST} B Hojo HI2Z 29| 24 HEE 73
ARd 718 2A42 289 MEls dolX| Zeltltt= HHEO| EX
St=20] AtMSHS B (Pretrained Language Model)Q! KoBERT RIS &0l 2t MH|A EX £M0] siYol= 12 248 £F2 £5
D8t 2O A0 i3 2|8 U BLSE OS2 Ajrbnb & 2L OTA MHIAGIA E7} 281 EF SHQ! OJMES ZI3t
Sigmoid
Output
Classifier [—— —b — + S‘g;ltgftm
786 Knowledge-Alignment
A Fine-tuning
Model outprt | 1] [T I I I | I | [ | - — KoBERT Sentiment
2 N A A A 4 Additional | Labeling — specialized to ’ /:1] sis
Customer T Target data =
Review
Corpora
for | [200 ] [ s2 || e | [ 202 || 102 ]
Modetimput | ers | [ = | [ oiger | [ zuer | [ 23 | [ ser |
KoBERTE E8% dd =& £& HIolE =7t = X EtZ o2l OJAN[Z=F (Fine-tune)
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ot Zg&0| 11 TE0| 0= &S &st| Ll EB!(Tobit) ZRS EE

=

X2 10N 5 AL0|Q| AFSiZtat 515HgH0| ZXHSIE 2 OLSZE FHHA =M A4 MAFH 22 ZX(Amemiya, 1984)
L

Rating;j = By + piSenti_SE 17, + B,Senti_ LT AE,; + BsSenti FAHALE,; +

Z T X =2 Oij
BiSenti DAEEHE + BoSenti BEX|;; + BeSenti_ %J-Hﬂl%l + B,Senti_= A2 SLOO{L[E[;
BeSenti_Z AKX + BoSenti_ ZATE;; + PioSentiFAFH,; + LengthOf Stay;; +
NumberOf Guest + €

where
i=1,2,. hreview
i = 1,2,... thSharlng Accmmodation

* Rating — Customer Overall satisfaction
* Senti = Sentiment Score



Iv. =M A1}

MSQ Dimension Variable M:Z:tl Mz(;:tz Orderedl\l;i;rzgressmn
2 29 87 0.407°(-0.064) 0.408"(-0.062) 0.423"(-0.061)
| #4983 0.362°(-0.053) 0.359°(-0.053) 0.379"*(~0.05)
Fangibles 2N 2 ojuuE 0.328°(-0.054) 0.328°(-0.042) 0.345"(-0.042)
a7 0.432"(-0.11) 0.430°(=0.044) 0.546"**(~0.046)
Adequacy in Service 2318 0.447"*(-0.095) 0.448"*(-0.083) 0.455"*(-0.081)
supply
Understanding and 328 HE 0.663"""(~0.059) 0.656"""(~0.054) 0.661""(~0.052)
caring
Assurance AW BE 0.205°(-0.103) 0.205"(-0.044) 0.330"(-0.049)
| A3 0.038(-0.058) 0.042(-0.06) 0.043(-0.056)
Convenience 22 94 0.139*(~0.055) 0.135%(~0.053) 0.129"(-0.05)
22 23 0.436""*(~0.05) 0.441°(-0.035) 0.401°(-0.033)
i Constant 5.394"(~0.084) 5.423"*(~0.138) -
| 2} o2 0.009°(-0.004) 0.009°(-0.004)
Control variables 2} olg] = ) ~0.086"(-0.032) ~0.079"(-0.029)

Log Likelihood

-3,714.51

-3,707.92

-3169.92

Observations

4883

4883

4883
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Appendix 1

O Modified SERVQUAL Dimensions ! ojE &4

Dimension Attribute
1. The property has visually appealing buildings and facilities
2. The service units of the property have adequate capacity (dining rooms, meeting rooms, swimming pools, business center
facilities, etc.)
3. The property has modern-looking equipment (air conditioner, furniture, elevator, communication devices, etc.)
Tangibles 4. The atmosphere and equipment are comfortable and appropriate for purpose of stay (beds, chairs, rooms, etc. comfortabl

e, clean, and tranquil)
5. The equipment of the property works properly without causing breakdowns

6. Materials associated with the services are adequate and sufficient (soap, shampoo, towel, etc.)
7. Food and beverages served are hygienic, adequate, and sufficient

Adequacy in Service supply

8. The Airbnb host provides prompt service

9. The Airbnb host provides the services at the time it promises to do so
10.
11.

12.

The Airbnb host is always available when needed
The Airbnb host keeps accurate records (reservations, guest records, bills, orders, etc.)

The Airbnb host resolves guest complaints and compensate for the inconveniences guests go through

Understanding and caring

13.
14.
15.

The Airbnb host provides flexibility in services according to guest demands
The Airbnb host always treat guests in a friendly manner
The Airbnb host understands the specific needs of guests

Assurance

16.

The property and its facilities have operating hours convenient to all their guests.

Convenience

17.
18.
., direction signs, etc.)

It is easy to access to the property (transportation, car parking area, etc.)
Getting information about the facilities and services of the property is easy (reaching information via phone, internet, etc

Note: Adopted from Akbaba (2006). Ding et al.(2021)




Appendix 2

a = 7= SA

B X ZnjLH| e gl e SE ZHX| -|9r___—| = B B L5 Year NumOf Length
F¢lzt4 o{OjjL| E| 54 nF =] =™ X El = Guest OfStay

mean 4.62 -0.10 0.31 0.14 -0.16 0.14 0.29 0.42 0.91 0.30 0.52 2020.43 2.34 19.79
std 0.81 0.88 0.72 0.90 0.95 0.56 0.66 0.77 1.21 0.73 0.80 1.19 1.20 9.13
min  1.00 -17.28 -3.99 -10.96 22_25 -3.99 -3.72 -3.22 -9.11 -4.68 -5.51  2017.00 1.00 7.00
25% 5.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 2020.00 2.00 14.00
50% 5.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 1.00 0.00 0.00 2021.00 2.00 17.00
75% 5.00 0.00 0.97 0.00 0.00 0.00 0.70 1.00 1.98 0.97 1.00 2021.00 3.00 29.00
max 5.00 3.99 8.95 4.54 2.99 7.94 6.67 5.97 10.93 4.98 4.98 2022.00 13.00 82.00




Appendix 2

A X Tk 71
Q Ha 7| SA| (A 2HA)
2= A 2= A A A o
5 3 ::;L| -H-_L';'él = | A | ME R T . sAlgl =4 =4 SAEHE . NumO | LengthOf
II:1 HI g’ ;;174; O_I DH LI EI 7E:| $r =° °EI Ec':' _’f_lxi '?’I XI -° fGuest Stay
Hx 1.00
21} H| 0.37 1.00
=2 F23A | 016 0.09 1.00

2=A AlM Ol
" =2 X

Of D LIE] 0.30 0.27 0.09 1.00

=2 84 0.40 0.45 0.07 0.30 1.00

ME nE 0.16 0.16 0.09 0.08 0.12 1.00

ZHEX| 0.07 0.06 0.06 0.06 0.05 0.03 1.00

sSAl gl slial 0.16 0.11 0.03 0.02 0.10 0.01 0.01 1.00

=4 FEHM 0.30 0.15 0.10 0.16 0.17 0.11 0.06 0.01 1.00

=4 Q%] 0.10 0.07 0.00 0.07 0.10 0.01 0.04 -0.01 0.03 1.00
SAEE|E 0.27 0.13 0.10 0.08 0.16 0.10 0.02 0.03 0.12 0.01 1.00

Year -0.12  -0.04 0.05 -0.01 -0.07 0.01 0.06 -0.03 0.03 -0.02 -0.03 1.00

NumOfGuest -0.02  -0.01 0.01 0.01 -0.02 -0.00 0.00 -0.02 0.04 -0.03 -0.02 0.04  1.00
LengthOfStay 0.03 -0.02 0.03 -0.01 -0.02 -0.02 0.01 0.01 -0.02 0.02 0.05 -0.04 -0.13 1.00




