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Analysis of Factors Affecting on Overall
Satisfaction of Accommodation Sharing Service
through Online Review
-Moderating Effect according to Host Grade of Airbnb-

Hye-Jin Kwon

Department of Business Administration

Graduate School of Pukyong National University

Abstract

With the Fourth Industrial Revolution and the rapid development of
new technologies, the environment is changing rapidly, and the online
market is growing. Consumers use the Internet and mobile platforms to
find products or services they need. The culture of exchanging surplus
resources with neighbors in the past has been expanded to exchange
resources and services with strangers due to the development of
information technology. It created economic benefits by utilizing
resources by sharing unused or less—used products or services with
others. As these new forms of trading increased, the sharing economy
began to gain attention.

Airbnb is the most representative business of P2P sharing economy
in the area of accommodation between individuals. The Airbnb is a

lodging platform company that provides a peer-to-peer (P2P) service
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that connects hosts and tenants directly so that hosts can share or rent
their own empty rooms or houses. The service method features a form
of community platform that allows people to share and book
accommodation around the world on online, mobile and tablet.

According to the Airbnb, the economic effects of Korean Airbnb
market have resulted in 1.37 trillion won in 2018. In 2017, 1.888 million
guests visited, of which 1.23 million Koreans were found to be using
the Airbnb, 65% of the total. As the use of Koreans increases, it is
time to study Koreans. Also, the subject of the study is timely at a
time when COVID-19 is now turning to domestic travel rather than
overseas travel.

Recent prior studies targeting the Airbnb locals can be seen, and
there are limitations in research by following existing survey research
methods or by conducting research on specific topics. The overall lack
of exploratory approaches to Koreans makes this study absolutely
necessary.

Online reviews left by customers using Airbnb themselves have
various meanings.

Research is needed to analyze online reviews and ratings by showing
their needs frankly. Existing prior studies related to the Airbnb have
also been conducted from various perspectives. However, it is time to
actively analyze real-time data in this rapidly changing era to discover
the inherent meaning and study the perception of Koreans about the
Airbnb. Therefore, this study analyzed the meaning of the reviews

recorded online by the Airbnb customers to derive meaningful results
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and also analyzed the relationship between overall satisfaction level
according to customer ratings. Text mining techniques for reviews were
used to identify these relationships.

In order to achieve the research purpose, it has been explored the
Airbnb selective attributes, online reviews and overall customer
satisfaction through domestic and international literature review, and the
literature related to web crawling, text mining techniques, statistical
techniques, etc.

First of all, the Airbnb online review was selected and analyzed to
collect data that would be the most important basic data of this study.
Online reviews of host accommodations in Seoul were collected on
Airbnb’s official site. Various text mining techniques were used to
collect reviews, ratings, and prices left by customers using selected
hosts. Using online review data, frequency analysis of the mentioned
words was conducted and the meaning of the words (keywords) was
understood through word cloud visualization of the derived top words.
The online review document was then converted into a single document
to derive the topic between the document and the word to confirm the
meaning of the entire document. Finally, after the researcher identified
the entire online review, a user-based emotional dictionary was
established, and the percentage of positives and negatives in the entire
document was identified by the researcher. Through the meaning of the
exploratory results identified here, the Airbnb selective attribute factors
determined by the researchers were selected and the relationship with

overall satisfaction was confirmed.
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To collect the data needed for this study, the data were collected
using deep learning techniques, and R and SPSS25.0 were used for text
mining and statistical analysis.

The analysis data examined regional distribution characteristics with
281 local data, and conducted text mining analysis and statistical
analysis with 1,545 review data.

The results of the study on the research tasks presented in this
study are summarized as follows:

First, after checking the characteristics of the regional distribution, it
was confirmed that many accommodations were distributed around the
area where tourist attractions were located. Second, the exploratory
study of online reviews first identified keywords associated with the top
keyword in the reference frequency analysis, and the difference in
elicitation keywords between ’‘general host’ and ’'super host’ through
the top frequency keyword was identified. The topic modeling analysis
then extracted the six topics (topic) of the overall review of the Airbnb
to find the underlying meaning and, as a result of the sentiment
analysis, identified the probability of positivity and negation of the
entire review document. For the sentiment analysis, the researcher
established a user—based sentiment dictionary, which resulted in 62% of
the accuracy of the sentiment analysis, which proved to be significant.

As a result of eliciting the meaning of online review data through
various text mining analysis methods, we can see that online reviews
contain a lot of customer opinions. The review analysis confirmed that

the limitations that ratings alone cannot explain all the implications
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should be assessed and re—elected.

Third, 'clean’, 'communication’ and ’'smooth check-in’ in the
relationship of the host class (general host vs. super host) between the
select property of the Airbnb accommodation and the overall
satisfaction. The following results of host-level control effectiveness
verification show that the general host affects overall satisfaction
depending on the presence or absence of 'cleanness’, 'communication’,
and 'round check-in’. Through this, the host needs to maintain
cleanliness, prompt feedback with the guest, and smooth check-in.

Through text mining techniques and statistical analysis, this study
has shown that the Airbnb online review is very important information
that can grasp the customer’s sensibility and opinions, which is deeply
related to overall satisfaction.

Therefore, online reviews of various opinions and emotions have been
shown to be important information for the Airbnb, and the scientific
methods provided through this study will be the basis for further

extended research.

Key Words: Airbnb, Online Review, Text Mining, Host Grade,

Rating, Hierarchical Regression
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A4 A 9AE nholy

3d F)o TAZHH dHolHE 53] ol& A Tol9 ™ (matrix)
%= Z(insight) S &
AY A AA S APk WHolga & £ Ju (S ol HAIE XS Y,

2014). B)2E wiolyd 2 M FEstd EHAERRE Fu . 783 -
A~ E

gsle] Algsls Ao HAERYE o
Aol dHAAA B wAX A4S Fotd= Zlo] dAlolrh (<, 2006).

IBM Hi14(2015)2e w=w A AlA dolele] 80%7F HAESH 2
H A& do]¥ (unstructured data)= o] Folx Uttt g7t WY Hee=
Aol BliEo = FH3 AERZE WA Hol oy, shFol= unt A

2) IBME.14: https://www.ibm.comyblogs/watson/2016/05/biggest—data—challenges—might—not—-even—know/
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o BAZ AMHE eEdolE AXFYRoR YHiF HiE ARE A
gk HE @A Aok olAlE giE velgoR
2E olHE A50R BN FOEN F9F YNE REHOE o

= 7 7 =R

o)l BlAE HolH: 4% Al wHolE #4 71% W S Yol
4z Aze Jue ANoE A4FT gk GrE volge dito] of
p

He 324 "92E dolHE X3 T WH (vector)dtste] F-x3tE
AR HEAFgozn AHHO o r LA e V&t (AF

S, 2019). MIAE wlojd & HXAE TNE HolHRRE Ao A2 7|H

_ﬁ
fru
&

I
w,

o

—
)
X
X
50
rlo
do

(NLP: natural language processing)s 7tS

|3 AAs BHEEr] 3 EXog oj(F2E)S ZAAH dagFd
ol AHEATE BAS VA AERE ATHOE FEEE =

"] &t} (Hotho, Niirnberger, & PaaB, 2005). Bl ~E H
of HAol= E40] AHYE HH EHoJH(EZE)Y EXMo| JteA

S
AAZoZ AAEHE QA UA B2 HolHE 248 & e 7o @4
=

NAE Aol AHgots WHOR, BrE vholYe A% P eholny
92 gaE vl R FAE wA wE tm delnd e BUe %
o BiEE BRA0)L BEACR AAT & vk BAE vlodol A
Axpol WE ThF golE A Y, U2E violgo] 4E3E

AA aAE fgolHE ‘“UFA(corpus) TE ‘BIAE WE X (text corpus)

dan werh 9ExE dege] A¥dE =gxE A(arge and
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structured set of text)” 2. = A 2] ¥ tH(Miner, Elder, & Hill, 2012). 18] 1L
Ho]HE A2 (preprocessing)dtE Ao A BE o] Ay Ly
o] o] F£F9 "HAE RBAd TASI=H, doE HEddle AE EE

sh(tokenization)2}al gt} o)== G AEVE Fo|H & uf o] & 3fue] &3

ﬂl

2018, A -7FHEzer 2019b)ely, ELIE S} 22 SNSY HolHE &83
A3 A o) BAl(Z4A - A3, 2019; ol&F-HA, 2019), &kl @R

g ~E wloly "W o= EF(classification), w4 3}H(clustering), AH 3
Z(information extraction), UE Y= X (network analysis), A &4
(sentiment analysis), =3 ¥4 (topic tracking), 7} +*](concept linkage)
5o] 2 +=4d(Fan, Wallace, Rich, & Zhang, 2006), o] #2 7|HE2] A}
o=+ HlolH e A4, AT day Ao HA ) wep debd

o

3) shte] olvlg ehls dRsl 2L Gojol M dolrl HANN daeld e 2t
Sm olE AN o2 5ol Yehavk Hnk Feat A Sust gl A Ae 2o B
2 §k3o] HAEZ BAE g t‘sﬂﬂ] = 7|FoR BAsieg oojof vl R He darg
Fo7 B} 2go] ﬂﬁo}u}(ﬂ" 5, 2019).
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Ulrich
Gunter

2018

Tourism
Management

What makes an
airbnb host a
superhost?
Empirical
evidence from
San Francisco
and the Bay Area

Airbnb listings
from San
Francisco and the
Bay Area scraped
by AirDNA and
aggregated for the
time period from
September 2014
until August 2016,
the present study
quantified the
marginal
contributions of the
four super host
criteria

to obtain the
Airbnb super
host status. In
order to quantify
the marginal
contributions of
the four criteria,
different index
models of binary
response (logit,
probit, and IV
probit, which
allows for the
endogeneity of
Airbnb demand)
are applied

the most important
criterion, followed by
reliable
cancellation behavior of
the host, host
responsiveness, and
sufficient Airbnb
demand. Moreover,
commercial
Airbnb providers are
more likely to obtain
the super host status

Eyal Ert,
Aliza
Fleischer,
Nathan
Magen

2016

Tourism
Management

Trust and
reputation in the
sharing economy:

The role of
personal photos in
Airbnb

data set consists
of snapshot of all
listings available in
the city of

Stockholm as of

June 25, 2014.
includes 395 posted
listings, of which

185 received guest

focuses only on
the listings that
were reviewed.
regression of log
of price on
median score of
trustworthiness
of host’ s photo

and review

trustworthy the host is
perceived to be from
host’s photo, the higher
the price of the listing
and the probability of
its being chosen.
host’s reputation,
communicated by
online review scores,

Electronic
word of
mouth,
decision
making
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scores.
i f ..
comparlson.o has no effect on listing
. average review . .
reviews. price or likelihood of
seore consumer booking
booking.com and ’
Airbnb.
Respondents significant positive
reported using effects of enjoyment
P2P and economic
accommodation | benefits(cost-savings)
for both lesiure on satisfaction and
via AMT in. June and b}lsiness intention to .use P2P
trips. accommodation were
2015 to capture . . e
5-point identified.
. Factors of response from ; ..
International ) i Likert-type Amenities also .
. satisfaction and adult travelers . . . pilot study,
Iis P. Journal of . A . 5 scale, pilot significantly influence
. 2016 o intention to use | residing in the US . . AMOS
Tussyadiah Hospitality study, satisfaction, but not
peer—to—peer who had used P2P : / . . ..
Management . ; questionnaire intention. the s spirit
accommodation accommodation .
Al 1 H & was via of ground well and
4 AMT (Amason sustainable
months . ..
Mechanical consumption in
Turk), collaborative
September 2014 consumption were
targeting adults( | found to be associated
aged 18 years or| with negative effects.

older)

guest who shared
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space with the hosts,
an emphasis on
sustainable lifestyle or
environmentally—friendl
y practices in the
property seems to
result in a less
satisfying stay.
. - i dat. llected
Airbnb: disruptive P00 peer—to—peer
. ; 26 January 2013 . . .
innovation and . Airbnb retails are accommodati
. Current ; and refer to one analysis about . . .
Daniel . the rise of an . ; actually illegal due to |on, disruptive
2015 Issues in . . night of rates for Airbnb . .
Guttentag . informal tourism : short-term rental innovation,
Tourism . accommodation for and Hotel . .
accommodation regulations. informal
one adult on
sector economy

Friday.
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2051 individual
hosts

N-gram-based,
average of the
review score
per room, used
sentiment
analysis
methodology,
used AFINN
dictionary, word
cloud, Moran’s I
statistic used to
test for the
price data

implication in that
consumers respond
to the contents of
online review. in
addition to
customer rating.

Hak-Seon
Kim &
Yoojeong
Noh

2019

Journal of
Mechanical
Science and
Technology

Elicitation of design
factors through big
data analysis of
online customer
reviews for washing
machines

the data on
customer
reviews were
collected using
a web
crawling from
March 10,
2014 to June
21, 2017.
the total
number of
reviews

using the smart
crawling and
text
mining(SCTM),
the frequency
analysis of
review and
percentage
value of the
brand ratings,
semantic
network

displays the results
of the regression
analysis between
the independent
variable customers’
experience (CE)
and the dependent
variable customers’
satisfaction (CS).
The
overall variance
explained by the

to derive the
engineering
specifications
for products, a
more accurate
model of the
customer
satisfaction
may be needed,
so that it
might be
necessary to
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collected from
the Bestbuy is
14,785.

analysis, the
degree centrality
and eigenvector
centrality,
CONCOR
analysis, factor
analysis of
quantitative
analysis,
regression
analysis,
This study
found the main
design factors
for the front
loading washer
design by the
big data
analysis, factor
analysis,
and regression
analysis of data
collected from
customer
reviews.

seven predictors
was 125 %(R2 =
0.125).

In social and
behavioral science
field,
regression models
related to opinion
mining are
impossible to
include all relevant
input variables to
predict output
variables
such as opinion
from text data, and
thus, they often
have low
R? values . Also,
the model for
customer
satisfaction
is intended to
obtain the relative
weights of the

further refine
the data in the
data
preprocessing
and use
machine
learning models
with higher
accuracy than
the regression
models used in
this study.
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major
product attributes
affecting customer
satisfaction, but it
is not
intended to
quantitatively
predict the
customer
satisfaction.
The ANOVA result
shows that F and
its corresponding
p-value
(F(7,144776) =
302.41, p < 0.001)
confirm the
significance
of the model. Thus,
the research model
can be still
accepted

Judith
Bridges,
Camilla

2018

Current Issue
in Tourism

If nearly all Airbnb
reviews are positive,
does that make them

It was
conducted in
two phases.

textual analyses
to better
understand the

Airbnb reviews
tend to comprise a
very restricted set

eWOM,
discourse
analysis, online
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