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Abstract

Based on the Cognitive-Affective Model, this study analyzes 22,000 online reviews (2020~2025) of
Hangzhou West Lake from Dianping, Xiaohongshu, and Ctrip. Using text mining tools like TF-IDF, LDA
and ROSTCM®6, the study breaks down the tourism image of West Lake. The findings show: (1) The
cognitive image exhibits a multi-layered structure. In terms of landscape elements, nature is the main
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attraction, supported by service facilities. Culture adds emotional depth, while spending behavior is
rational and practical. In terms of situational experience, visitors are moving from simple sightseeing
to in-depth exploration. Services and commerce now act as cultural bridges, but there is a gap between
cultural expectations and reality. (2) The affective image is mostly positive. However, overcrowding
during peak times makes it hard for the actual experience to live up to cultural expectations. To bridge
this gap, the study suggests using digital management tools, improving basic facilities, and reshaping
cultural scenes to support the sustainable development of West Lake.
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Figure 1. Analysis Framework based on the “Cognitive-Affective” model and mixed text mining
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Figure 2. Evaluation of LDA Topic Number (K) Selection: Perplexity vs. Coherence
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