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Abstract

Taking M Cruise as the research object, based on the text data of online comments, using python big
data processing tools, I wrote codes to obtain and sort out data from Ctrip and review websites, con-
ducted data analysis on the current operation of M Cruise, established analysis categories through
word frequency statistics and sentiment analysis, and dug out the key factors affecting customer
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service evaluation and customer satisfaction. By analyzing the problems existing in the operation pro-
cess of M cruise ship, it is concluded that the main factors affecting the evaluation of cruise customers
include hardware configuration, service quality, tourist management and entertainment activities.
Based on the above results, countermeasures and suggestions are put forward.
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Table 1. Comprehensive indicators of M cruise and its major competitors
1 MERREESTSEFNFEMEEEIER

B %6 44 ik e vray Mifz(e) MRS BREHE TEA#L RSt RRETMEE
AT 4.7 47,800 465 930 465 2 52
LS 4.7 168,670 2137 4819 1551 2.73 35

M % 4.2 135,500 2125 5246 1400 3.745 26
iR 5 41 171,598 2201 5655 1595 3.54 31
Tkt igS 4.1 85,619 1057 2680 900 2.34 34
RITBHRS 3.8 77,499 1007 2417 910 221 32
WA 2 / 42,289 609 1580 380 3.2 27
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Table 2. Cruise price per person per night by room type (Unit: RMB)
2. BREEEANEBBRNEREBEA: )

M35 44 FR W5 W55 FH & 5 £
W Ecs / / 2903 5561
S 1838 2000 2215 6285

RS 1450 1673 1579 4381

M % 1249 1438 1843 2762
WA Z R 889 930 1099 1837
Ho S 809 903 1036 1476
KITBES 587 723 812 1236
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Figure 1. Rate per person per night by cruise room type (90-day average)
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Figure 2. Network review word cloud map of M Cruise
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Table 3. Statistical table of the results of emotional tendency of network comments of M Cruise

3. M HRERE KT IR R R MEE R IR

542k PSR 4
1E ) 1 243 81.5%
I 45 55 18.5%
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Table 4. Examples of classified emotional texts
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Table 5. Primary code table
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ERTEARIT A T JEHF, BURRRAE, BRI b, AR E by
A
ST RA ARG, RERTLETRIFL, AR
; BT, B R, S0 B R L, E T o
FHEDAE 2, St 0 9 S B 4 I b B A 3 2 — ?
TR A, RS | R RS [ AT
W DU TR R B, AL H LR BR %, i b Bt T ‘
4 H S B R K 2 % Se B it
5 i EEMET L TR T RREE AL R

DOI: 10.12677/0rf.2024.145447 29 BE 51


https://doi.org/10.12677/orf.2024.145447

SREUETE S — R AIRIE S 58 = RMA 28R F5 . Ml H S
6 R D LB GRS, UL H R AR 550 KK 88 JTKIIT L FRAE BRI H
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Table 6. Operation analysis category table of M Cruise
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