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Service Quality Evaluation based on Social Media Analytics:
Focused on Airline Industry
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(semi-supervised
learning) 7|4k o] ¥
W T5 + A e+
a4 BA

AIRQUAL =+¢ This study

2022. 2.

163



ol
L
o

SRR

A el A 247 DA )= 2
5 aopd geu 2o FulEe AME B
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i AP AEZAL HAS
HE FH3t UTh(Aksoy et al., 2003; Li ez al.,
2017; Farooq et al., 2018; Tsaur et al., 2002). ZL&1}
AEZAbl 719keE A2 Fd S8 S o
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Aeg SRl AL EAH. EA, &8
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i

A AT gREL EQEHY 289 g
S50 2N 71E HEZAL WA SAA
F A} 3kal A th(Kocak and Atalik, 2019;
Korfiatis et al., 2019; Stamolampros et al., 2018; Tian
et al, 2020). 12} o2 st AFEL i AE
TN E ET8taL B 2ol 23S =
YH Aol gt E4S Al A= A
(Biswas et al., 2021). A A, 22}2] Ho|HE &
S A7) gjFEES MHlx FE EF 4
Ak golE3}t =i g tlolHy Al FFof
ol Abgte] el oj&sta UAThGao et al,
2021; Riantama et al., 2021). 23U A}3Hol] 23k
gol &3t g2 Fgs 9 dolE 75 4o
A o A7k} Blgo] A9 B ol ZHe
of HlolB 2 Q& 24 FHoverfitting) & 22 Al
7} @A 7hs4do] =th(Dua and Chowriappa,
2013). vpA = 2 thtig d-Eo] SERVQUAL
olths UWHd Mul2~ F4 W7t RS AREsla
CH(Tian et al., 2020). 22 AE=] 7]5F A9
T i) E4S sk AIRQUALS &
St O WK Ekiz et al., 2006; Farooq et al., 2018)
2R}l tlolEeE &85 A7 79 SERVQUAL
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=
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=
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3.1 HOIE 47 % %2

- AolA A== H|o|E= ZA) tripadvisor.com©-
2YE $£19 AP 26A PR <ag 159
D #=x)9} AIRQUAL Mul2 4 219 #d =
Fo|th<2d 1>9] @%=%). HA 2 A9 a4
A el 22l 25 dlolE = 2016 197
B 2018 12€ 31¥71A]9] 77t 52t 1270 &5

3) Tripadvisor.com- AR&A} AJ/3 FEl=e] de] oJHE
(early adopter) = 315,000,0000]4H9] 398 HH-3}
1

A eon sE HiER #F WA E 7|E o9
T 71 Foll gk 59 A o] YRE BAsia
ATt Tripadvisor.come T2 347 ZHE iy
o7 AnjA; 8E AESIAL Q& ¥ ofe} iR
o] gFAL AHl 2 B 2891 GRE AlFsta 7
7ol FFAL ARl29 HEE i vlo]HEA o
FA0 ok &+ Utk

o

=
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Service Quality 2+
HYut 42X FE

@ AIRQUAL kel 2
=

=

AR A 2R
(Tripadviser.com)

v

AIRQUAL A 182 25 &
30074 1% &t ©|o]§

ARQUAL AH212 &5
E HOIEE 7|E22

a5 Be s

4> 2

Ay 24
ARQUAL A2l % 24 F2:7}
Vase 32y %fg’ftviéeﬁQualiZyoﬂ @ e gy 2y
(OJ% 1) dlojef & ¥ &4 Hx}

AoE o Jolz A4 PRE 28Yt 93] BEHYT o5 EFOZRE AIRQUAL
of % 40000712 SRS A FAY AR e o A Aulz FA NS SHR AR BT
o, BB 2E QAR AR gl Bh 2718 T 239 T 7 ARQUAL AIEE el &
Mot 135708 AASFA. £ 257 2o 3¢ 300704 771 755 A% 12 S8 HlolH
o] mgto] L 2| 2837W, FFAL HoF #H Al(training data set)s T-53FATH<1E 1>9] Q)
e B 25 1837, A O 4 E 6T E Iz, F2E AdE g4 77 Y2ES @4
247y A Aste] F 39,169709) 2l RS Ao &8 =9 de g <% 2>9 Zrh

STt
T U2 F2 HoJEE AIRQUAL AMul~ #32
2 #E 137]9) =702 AIRQUALY AH]~

A Y BEFE A3 E77(classifier) 75

4) 2018'A Traveller’s Choice”} 4173 A7 100th
AL} Skytrax7h A7 AA 1000 EFAL
bl A9 27HE B3 de FFAE
AR B Aol x39 3-FAE Aeroflot,
Aeromexico, Air China, American Airlines, Asiana
Airlines, Avianca, EVA Air, Garuda Indonesia,
Japan Airlines, Korea Air, Southwest Airlines,
Vietnam Airlines©]t}.

3.2 APet&(Self-Training)

AIRQUAL 2 to 2
5 st HlolE Mg A% A9 8 wole o
=

nt
N

(labeled data)7} <53 o) 8t BE F0|7]
13l A&t} (Zhu and Goldberg, 2009). A}7}8}
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F8 ¥d =%

Airline tangibles

* Overall condition of aircraft which includes its interior and exterior,
catering services, seating comfort and cleanliness

] found the interiors of the aircraft fresh and visually appealing

* The quality of food served is good

Ali et al.(2015)
Farooq et al.(2018)
Hasan et al.(2019)

Li et al.(2017)

Park(2007)

Terminal tangibles| counters for passengers

* Sign-board system at terminal, security and control system, an air
conditioning system at the airport, toilet conditions and information

* Clear terminal announcements at the airline
* Number of shops in airport is sufficient

Ali et al.(2015)
Ekiz et al.(2006)
Farooq et al.(2018)
Suki(2004)

* The attitude and behaviors of the airline’s staff towards its customers
is the subject matter of personnel services. It includes services of

Abdel Rady(2018)
Ekiz et al.(2006)
Hasan et al.(2019)

Personnel the staff at terminal and attendants in flight ..
. . Nadiri et al.(2008)
* Crew members take immediate response of my needs
* Employees will never be too busy to respond to customers’ requests Tasur et al.(2002)
oy y 10 Tesp d Park(2007)
*In th.e airline industry, empf'athy results from hassle-free service; Ali er al.(2015)
that involves carefully handling the luggage, well-developed com- Ekiz ef al.(2006)
Empathy pensation plan in case of any loss and courteous ticketing service )
.. . Hasan et al.(2019)
* The airline handles complaints of passengers very well Suki(2014)
* Transportation between city and airport was not a problem 4
Abdel Rady(2018
* Overall image of the company, value for money, and promotional el Rady( )
offers and goodwill Farooq et al.(2018)
Image & Hasan et al.(2019)

* The airlines announced when services will be performed
* Have customer’s best interests at heart

Nadiri et al.(2008)
Park(2007)

T2 WA HE o BR HoHE Ig5S &
gt BER7IE F5T T o)E &3t Ho
B39 %] ¢e tlolH (unlabeled data)S 73}
3 o]E Y EF dolHel Frsle] thAl
g&ahe AE WHEGgGo g BFo JEx

L™

2 o

4 X

o,

EOR N
> rr St ]

AIRQUAL ## =& 7|4t
2 7% g dHolHE e #F &
5}

o
2}
Ogl:,"
o
s
_>|J_Al
M
=il
N
]
-
A
o
&
P
AN

[
uich
v

T2 5E AdsHA EREA
HHE 4 7hed £ 7 38T =2 500
N s AAsATE Bk 1 AlE s 74 2
F}(Fleiss” Kappa =0.74) 77} 243] o] Fo|H&
< sk olef s FAHS AR A8H 50070
o] AL 13} Sk58 diolg Ao 78ty &
80071 9] 22} dlole] AlS F4% & o] & thA] tf
A B Z9E et 23 BRVIE TS
AH<TH 1>9 ©F=x). Atets & F&
AIRQUAL #+¢l ¥ ©ole] 45 Yehid o
<3 3>7 Zth

W
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(E 3) APIeE = AIRQUAL AR

 oo] F£ of

2 A1 A2 A3 A4 A5
Seats: Food:
Entertainment: Others:
f le, L Meal, W B ing:
Airline | Comfortable, Leg, |y oiohe TV, cal, Water, oarding Worth, Assigned,
. Room, Economy, . Served, Drinks, Extra, Early, Front,| .
Tangibles . Movies, Old, . . . Time, Selection,
New, Aircraft, . Choice, Fine, Good, | Tip, Travel, Row .
Screen, Like . Aircraft
Clean Service
B ing: Ai :
Checkin: Baggage: Gone. Securty, | meomntional, |0
Terminal | Check, Bags, Quick,|Bags Everything, . Y L Airport, Trip,
. .. R Terminal, Check, |Lounge, Flights, ..
tangibles |Easy, Efficient, Fast, Line, Free . Airlines, One,
. . Early, Late, Time, | Travel, Food, Fly,
Line, Smooth Arrived, Small Really
Hours Hotel
R : Atti :
Staff: esponse ttltu.de Customers:
Always, Delays, |Experience, . Others:
Crew, Attendants, o . . Business, Class, .
Personnel Cabin. The Helpful, Efficient, |Service, Friendly, Bad. First. Need Food, Boarding,
i ¥ Attentive, Smooth, |Professional, Rude, ? ? > |Check-in, Travel
Peoples . . Gate,
Know, See, Said |Accommodating,
Luggage: Time: Service:
ggage: Flying: Hour, Return, . . Others:
Baggage, Get, ) First, This,
Fly, Back, Booked, | Connecting, . Passenger, People,
Empathy |Check, Free, Pay, ] . Experience, Next,
. Due, Last, City, Change, Arrived, . Others, Customer,
Said, Asked, Extra, Business, Ever,
Chare Problems, Always |Departure, Left, Really. Class Another
g Late, Delayed, Early Y
Flying:
Booking: Service: Be}:tngLo . Legroom: Others:
Image Easy, Early-Bird, |Recommend, Class, Ex e:rien;/e, Short, Long, Time, | Travel, Economy,
& Possible, Priority, |Premium, Money, P o Make, Sure, Right, |Business, Airline,
. Always, First, Next, .
Pay Price, Better, Extra L Return, Take Trip, Food, Many
Definitely
<E 3] UERD WolES 2 AUOR $RE  (quintiaive) 74 A WAt] ChE AP
TAEY HEAE o 579 FAE 7IE ‘:'”Ol 7hssle s slEth 12 B4 flal WA
o2 A EY 2d(latent dirichlet allocation, =29 7} iﬂ-cﬂ YH d2ES EAEE B35
LDAE 404 A9sle] 13 AHAA A % I8 18] DI, R824 2RE B
F7} 7Fs3 A - e e dolES A4 Wi sto] BajE EA4S AIRQUAL A9 E 7313
2 23l e Rolo. th<ad 1>9] ®@F2). oA BRHE 2 243
WA A P 98 WA 4 2o 23
3.3 UM EAM(Sentiment Analysis) tojo]l th3l 7 HeS 72 "avt Q. o2
S8 AFINN o] 314 go] APe 8359k
7 BAL d4d do] ojdd] gl 7 H AFINN=2- 59} +5 Afo]o] G2 J*ﬂ% Fo] o
E(tone)— ARshs BH o= Lol 2Bl % 5507 B AFr= AFINN96S Z-8-319iTh
2RSS HE, 90, 44 5L oI W 2 B 24 WeE 2 2ol ek wolo)
ﬁﬁﬂu}(nan et al., 2020). o]& 3 714 BAe gt 2 AFE Fikste AR &k
484 A (qualitative) 2k HFHE FFHY olE =43k T 4 ()3 2
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7 25 2
ol s BAE B A

i =
N: 7t 29| AIRQUAL A+ ¥4 &

(Tripadvisor.com) /Airline /Sentence /AIRQUAL £

23 AR Al Fo] g 2ulxte] A
A ge PopH o Vel g $4S 91
gn.e] 23 930] HZappavigna, 2015). 2R
Amol o 44 AF(T)E A% TG ol
of oiE A4 e P BAoR BE99
th o2 EASHA g 4 3B Lok

S @l RS )
ol 7;: AEE A
Bl

i EEH Al gk A E4 23
oFstH The <3t 4>9} 2t} AIRQUAS] 7} A+¢
A4 Ao B A7 123433 A 13
0.151(E1md  #3), 1.907(3 %), -0.104(
L064( W AN Z Yo m 25 Al &9 7F
& Hgk oF 086302 AU 0|5 E3)

[¢]

e fo

~—

ot

—

s

ox,
off m

Score/word SR

Sentence 1 L‘

Airline
Tangibles

Reviews Sentence 1

Review

Review 8 Sentence 2

Review Review 1 Sentence 3
Review 2 Sentence 4

Review

' Sentence 5
Sentence 6
Sentence 7
Sentence 8
Sentence 9

Review 3
Review 4

Reviews

Review
Review
Review

Sentence 7
Sentence 3
Sentence 10

Using| AFINN

[ |

|

Sentence 4 |
|

|

|

|

Sentence 2
Sentence 5
Sentence 6
Sentence 9

SN S S A 2 2

Review . |
Reviews Sentence 10 | 4 ||
Sentence 8
L[ |
N
e o
Ry R - 2.5 5 sememusozzams
a¥ES N, gt
— entence 1 4———1__4 (62 =+ (€8) = (E) =+ (@h) <+ (B))
| 5 I 1s)/3 | T:r:'g'i';,ees Sentence 4 €—— 9 A+ D+ +6) +0)
Sentence 7 €=—————11J_ 1o (5) + (-5) + (5) + (5)
T | Sentence 3
25 A e | 0 I iz | Tangibles [Semence 0 s (-3) + (3) + (5) + (5)
(by Consumer) — () + (4 + @2+ Q)
[ [ oe ] C
entence 24— |2 & +@
Sentence 5 ¢——— 14 (2) +O)+@+ @+ 3
[ o | @/4 | Sentence 64— 11 (5 + (5) + @ +(5)
entence 9 €m——___ | > (3)+ (4) + (5 + @)
-2 I -2/1 | I E
| mage Sentence 8 1\| 5 ” 312+ @@ 03
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A+ #53 gt FFAA Ha Hoj
24 24 39,169 3.633 1.385 1 5
AIRQUAL 21" A A4
FIAL 78 39,169 1.234 3.618 -19 35
Hud 3 39,169 0.151 1.812 -17 21
2kl 39,169 1.907 3.988 -23 31
7 39,169 -0.104 3.693 -36 31
ojm ] 39,169 1.064 2.709 -18 26
2 AE 2 A 39,169 0.863 2.309 -11 16
3ol gk B 248 ATt 7P B vk A 29 1
dell gk B A 27 g =2 AS ¢ Rating;; = B,+ 3,(Terminal Tangibles;,)
T Ark Eg & AFolME FEAE AHIZ] o + B,(Airlines Tangibles; )
g s 24517 A te] W (surrogate + By(Personnel; )+ 3,(Empathy; )

variable) 2  tripadvisor.com #-FAF FH A
(review star)2 AFE3FATHE RS 5, 2018). 127
of Bl HAHL F3A AU 2E T Bk &
a7 o] &g Mu| 2o tiete] Fofste Hgo]7)
o] Aulo] thE SEA NI H7HE
Ao E 7t & Aok i HHS HA 134
23 5P7AAS) ke AT ew Bgke o
3.633% YERTL

V. 47 29

£ AT F8 53 289 gREFE I

AF Aul A Z4& AIRQUAL AH]A xpo =z B
F& 5 A7k} o)A BRE G AulA
F4o] BEE mX = JaFS Fotste H A
ok o] & I8l Auls RS tig] W]l g5
HAYS FLEWMEF 31 AIRQUAL A9 7HA4
ATE SHATE 5t AR S AAEAH

A

u

ol

v

o
ruE @ 22

%), YA AIRQUAL A9 7H4
Aol P1Al= FFe et S
o2& 2l 15 24sith

+ [, (Image;;)+ ¢,

Rating;;: B3At joll gk 2241 24 io] 17
03
Terminal Tangibles;;: 3-8 joll tigh 2241 &+
i®] H¥'d 34 (terminal
tangibles) 734 M
Airlines Tangibles;;: &34 joll tigh 22 24
i) &&7] 384 airine tan-
gibles) 7143 HF
Personnel;; 3L joll thst 2242l 25 i9] A
(personnel) 7+ <
Empathy,; 334} joll gk 2249 & o] &
774 (empathy) 773 A5
Image;j: F3A joll tigh 22k ¥ io] v A
(image)®] 4 A4

ol -

21 gulg %Ué*é, 37 494, 49, 394
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Z 7}A s}

B AT 38 B4 7hed shiel gi A%
o 24 W7t FFAL MBI FQ 7l v
£ 4Fg seter) datel i ASg wee
F7hstel 2 28 TR,

2d 2
Ratingi; = p,+ 3,(Terminal Tangibles;,)
+ B, (Airlines Tangibles;,)
+ B, (Personnel; )+ 3,(Empathy; )
+ 35 (Image;;)+ 35 (Review Title; ;)

+61-

Review Title;;: &34} joll v gk 2121 25 i<
A E-(Review title) 734 A<

npAeko 2 2R A Eo] AIRQUAL AHl~ &
A 29 Mu|2 wE T ux)E G ug
z24 adg gotsty) As) 4 Aux F4 24
& R AEY F& FRl vy 2Y 38 75

YH A AvAe] FE & F A vi§
| }+ %] o] tH(Chua and Banerjee, 2016).
g 2o &S F5H AEE Al
| 2SS i AEs 7R R
9e A7ME AA S o)y &
FE AFEo| i Ax 9T
2 A 8} tHBiswas et al., 2021; Chua
d Banerjee, 2016). 121} o] 23t o= B
star ofA7hA] 2 A &) Aol gk YA
I E484 2=tk Hu er al(2014)S 25
Al o] 7Hdo] AlFE ) 9ol FAARA FEFS
]Ikl 5274k ¥HA Salehan and Kim(2016)2 2]
J5-2] 7H4 0] Z A} (readership) Sl &3
FEFS G F4sATh HYolrt Zhou
et al2020)% 2R A B3} BEo] HAE FAMA
o] Zlf{ &4 HA= o] A&
upet Depzivkar Fgetgith webs] 2 Aol A

E oyt =0l nigo g vy 38 B3 Au|A
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Mulz F4 A3t Mel2 HEE ko] @A
Aot B i AFe 24 ans BAstaA} gk

=)
V. B4 9 =9

e 5.1 AIRQUAL AHIA xt2lat BHEE
=43 el PRE AIRQUAL Aul 2~ FA Ao
Rating;; = [, + (,(Terminal Tangibles, ) 2 B237] 93 84S oae Holeo] tiat

+ B, (Airlines Tangibles;,) #olea) Bygo| P 7—‘4 olth 1L} o3t 7Y
3y (Personnels )+ 3,(Empathy.;) < 53 #olE3} = ElolE: HolE o) B
+ 85 (Image; )+ 3;(Review Title;) DEA EE goliy 98 =3 ko goksl &
+ B;(Terminal Tangibles;; 2o A v|&2E Thekst 2] Bl Aoz Q)
*Review Title;;) 5 i-4Hd (homoscedasticity) 2] 7FH8-S 91ulE 715
+ B5(Airlines Tangibles;; o] ZA3THCao er al, 2021). WetA] B2 o]
*Review Title; ) 17+ 734 (Breusch-Pagan test) S 2 A|5}e] o] A
+ By (Personnel; ;< Review Title;)) A (heteroscedasticity)©] EAst=A] A3}
+ B,o(Empathy; ;% Review Title; ;) (Breusch and Pagan, 1979). ¥4 A3} SEAMI S
+ 3,,(Image; )) % Review Title; ) sl Ao 2 YERd Th(statistic = 123.506, p <
e, 001). o1 A5 A3k ol FAH-UA) L
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Z}(heteroskedastic-consistent standard errors) S A&

ste] A4S A A3 THWhite, 1980).
AIRQUALS] AMu]2 #2 2plo] g-gal Anlx
o g | PIXE FeFs gotatr] fst
O] BAAG- U] EFOAE 83 vl & F
251t 14 A3} tripadvisor.comol| A 7= &
Ak AR} ﬂw‘% Aol 3 AIRVQUALS
5744 249 7+ AG7r BE fo3E JEkS )
e Ao o} 1:}(<4 5 >31%) 3] Y
(personnel)©] 7} 733k ko] #AE YeERAL
EMEFS 6, = 0104, p < 0001) uhe Eud
-8 A (terminal tangibles)] 7
Feo] IAE YeER L ME‘r(Hhﬁéﬁ} 3,= 0.096,
p <0001). =9 1] ARl RFL Fofgt 2o
2 Yehytth(Likelihood y? =15577.728, p < 0.001).
T3 3448 B4 AIH(VIF=1.024~1.060) TH5&

B

14 (multicollinearity) 4= §le AL Z YEL
o 24 28 Fol el ARl 4 B B4

Arja oz oFg

ot = 3 E} ~°1 *131* X} JOﬂ
18] 2 A&o] 713 733k ko
AOZ YEHHHRIEES} g,

= 0215, p < 0.001). T3+, Z& 9] Likelihood x?
(= 22189.286)0] SAIHCE 93 7S H Yol
welp < 0001) BHL AutHow folsths A
& sy,

ppA| 2o 2 AIRQUALS| TFAl 7hA] AfH] 2 3
o] Al REwe] BXE Gl 2 A=
o3 ol WaksherE stetats] i) 2 3
o 3 BAS AAFAH<E 5 > TF). B4
23} AIRVQUALS] th4l 714 349) =257} (el

d F94: BIEFES 5, = 0008, 37 FEA:
H ¥ F3} g, = -0012, F9: BIEF3} 5, = 0011,
T4 BIEES b, = -0.002, o]v|A]: B]EFS)

(¥ b) O] (Heteroscedasticity) S 128t 24 Z1}
2] =2 =3
sl HEFs |9 JlolAlg| wxEs |9 JlolAlE| BERI (9= Flo)AF
B (Wald x*) B (Wald x*) B (Wald x*)
Constant 3.254™ 191859.339 3.178™ 214742.908 3.208™" 202049.632
Terminal Tangibles | 0.096 702.424 0.071"" 477.313 0.073"" 422.873
Airline Tangibles 0.070™" 1742.356 0.045™ 845.318 0.061"" 951.216
Personnel 0.104™" 4499.830 0.078"" 2871.266 0.087"" 2587.182
Empathy 0.094™" 2688.220 0.071" 1854.540 0.064"" 1336.660
Image 0.084"" 1479.074 0.058™" 816.052 0.071™" 784.533
Review title 0.215™" 6704.662 0.262"" 7204.473
Termmal' Tanglbles 0,008 40.334
X Review title
Airline .Tangllbles 0012™ 306.058
x Review title
Personnel x Review title 20,0117 380.007
Empathy x Review title -0.002" 4.301
Image x Review title -0.011"" 184.722
Likelihood * 15577.728" 22189.286" 23752.830"
) "p<0.05, "p<0.001.
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By = -0011) HF A= g 9] 45 4§
o] Yeh= o2 1}otE it Likelihood y* %k
(= 23751.830)2 53 Zo] ANty oz {93}
te RS FostAthp < 0.001).

tripadvisor.com®] 4~H|#} 2] H-Z

e To
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£ =33tk 3 AE A4S 53] AIRQUALY tf
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A AR WS 283 7E AT AR%gE 93
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& tH(Farooq et al., 2018). ¢S S0, B A3 Ay}
oAl 7R ZH 7he ] A do] ARl RS o
3t 7P =2 dSHSEETE 6, = 0104) 2
ol Aoz Yept) oY Adt= Ali er al
(2015)4} Nadiri ef al.(2008) 52 AT T
3A] o1& 4= Utk E3}, Farooq er al.(2018)9]
AT}t AR Blvld 849 A AL
2 9 T8 YesuHEES) 5, = 0.09).
B AZGAE £33 1 FQANE B3t
1& AFolA TLA HAE 2l Aol 24
o mA= FIFS EAsAT HF AES
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Abstract

As competition in the airline industry intensifies, effective airline service quality evaluation has become
one of the main challenges. In particular, as big data analytics has been touted as a new research paradigm,
new research on service quality measurement using online review analysis has been attempted. However,
these studies do not use review titles for analysis, relyon supervised learning that requires a lot of human
intervention in learning, and do not consider airline characteristics in classifying service quality dimensions.To
overcome the limitations of existing studies, this study attempts to measure aitlines service quality and
to classify it into the AIRQUAL service quality dimension using online review text as well as title
based on self-trainingand sentiment analysis. The results show the way of effective extracting service
quality dimensions of AIRQUAL from online reviews, and find that each service quality dimension have
a significant effect on service satisfaction. Furthermore, the effect of review title on service satisfaction
is also found to be significant. This study sheds new light on service quality measurement in aitline
industry by using an advanced analytical approach to analyze effects of service quality on customer
satisfaction. This study also helps managers who want to improve customer satisfaction by providing
high quality service in airline industry.

Keywords: Airline Service Quality Evaluation, Social Media Analytics, AIRQUAL Model, Self-Training,
Sentiment Analysis
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