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RESEARCH ARTICLE

A Deep Learning Model for Online Review Analysis to
Enhance Service Quality of 1-3-Star Hotels in the Sam

Buri Area

Phennapa Joomponpong1
Sunthree Wiphatkrut?

Abstract

This research aims to develop a deep learning model and
data-driven strategies for marketing and service enhancement by
analyzing online reviews in the hotel industry across the Sam Buri
area, comprising Lopburi, Saraburi, and Singburi provinces. It focuses
on 1-3-star hotels, utilizing review data from Agoda. A Long Short-
Term Memory (LSTM) model was employed to classify sentiments
as positive, negative, or neutral based on 2,767 reviews collected
between 2023 and 2024. The model achieved an overall accuracy

of 0.8297. Notably, it performed well in identifying negative reviews,
with precision of 0.9079, recall of 0.8920, and F1-score of 0.8999,

reflecting its ability to recognize the distinct linguistic features of
negative sentiment, which often uses clear and direct language.
Frequent keywords in negative reviews included “room”, “breakfast”,
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“cleanliness”, “parking”, “bed” and “old room.” For neutral
sentiment, the model showed satisfactory performance with an
Fl-score of 0.8510. Positive review classification yielded a lower
F1-score of 0.6527, likely due to the diverse and ambiguous nature
of positive expressions. Common keywords in positive reviews were
“room”, “breakfast”, “cleanliness” and “good service.” Overall, the
LSTM model demonstrates strong potential for practical application
in sentiment analysis and text classification within the hospitality

industry.

Keywords: Deep Learning Model, Online Review Analysis, Hotel
Service Quality
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