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Analysis of Responses to Reviews on Online Hotel Booking Site
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Abstract: User reviews and evaluations are indispensable information to book hotels. It is also im-

portant information for hotels to understand the evaluation of customers to improve their services.

However, it is often a burden for hotel employees to read and respond to all reviews. Therefore,

some hotels that do not reply to reviews. In this study, we analyze the relation between reply of

review and evaluation of hotels. By the analysis, we found that when the hotel changes its strategy

to reply to the reviews, the evaluation of hotels are improved. This result is expected to be an

incentive to reply to reviews.
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