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Abstract

To explore the public’s evaluation tendency and influencing factors regarding the service quality of
Chongqing Library, this study selected Chongqing Library and Hongensi Library in Chongqing as the
research objects. A total of 530 valid user reviews were crawled from the Dianping platform, and an
online semantic research was conducted through methods such as data cleaning, word frequency
statistics, semantic network analysis, feature word clustering, and sentiment analysis. The results
show that the public’s attention to the library is concentrated on three dimensions: the physical
environment, spatial design, and basic service facilities. Meanwhile, the overall evaluation shows a
positive tendency. However, there are obvious negative feedbacks regarding the noise and ventila-
tion factors in the physical environment and the factor of seats by the window in the spatial design.
The influencing factors related to seat selection extracted in this study provide data support and
practical directions for the indoor environmental design of libraries and the improvement of ser-
vice quality.
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Table 1. Comparative table of word frequency extraction for comments and segmentation
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Figure 1. Statistical and ranked chart of frequent keywords in comments of Chongqing library
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Figure 2. Network diagram of frequent words’ meanings in comments of Chongqing library
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Figure 3. Data matrix of high-frequency word semantic network relations in Chongqing library reviews
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Table 2. Clustering results of feature words (Chongqing Library)
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Figure 4. Distribution map of comment sentiment scores and quantities of Chongqing library
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Figure 5. Word cloud chart of positive emotions for comments on Beijing South Railway Station
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Figure 6. Negative sentiment word cloud of comments on Beijing South Railway Station
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Table 3. Feature word sentiment score (Chongqing Library)
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Figure 7. Distribution map of comment sentiment of Chongqing library
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