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ABSTRACT

Nowadaysthereareseveralwebsiteswhereatravellercanfindinformationabouthotels.Thesewebsites
giveanideaaboutthequalityofthehotelinseveralaspectsbasedoncustomeropinion.Although
helpful,thesewebsitesdonotoffervisualizationsinordertoactuallygiveaclearinsightonavailable
data.Itdoesnotreallysupporttravellers’decisionbecausetheinformationisgenerallyshowedasa
textlist,withorwithoutsomemonochromaticsymbol,notallowinganykindofinteractionortaking
intoaccountrelevantcognitiveaspects.Thisarticleproposesanewvisualinterfaceforthebooking
andhotelsector,consideringthecustomers’onlineopinionasitsmaininputdata.
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1. INTROdUCTION

Oneofthemostobviousbenefitsofvisualizationishelpingpeopleseetrendsandanomaliesindata,
whichcanbeparticularlyvaluableinreal-timeenvironments.Visualtechniquessuchasheatmaps
andtreemaps,whichhelprevealpatternsinhomogenousdata,werevirtuallyunknown10yearsago,
butareusedtodayinmanyplacesrangingfrompublicWebsitestoadvancedtradingapplications.

Online reviews, e.g. reviewabout a product or a service, are pervasiveon theweb and the
richnessofsuchdatahaveattractedattentionfrommillionsofpeoplearoundtheworld.Forexample,
TripAdvisoralonereceivesmorethan60millionuniquevisitorspermonth,andover75million
reviewsandopinions(TripAdvisor,2012)-andthepaceisspeedingup.Moreover,onlinereviews
areavailableinarangeofdomainssuchasrestaurants(e.g.zagat.comandopentable.com),wines
(e.g.adegga.com)andcruisers(e.g.cruisecritic.com)whichneedstobebetterexplored,mainlyin
thevisualizationaspect.

Someof theopenquestions are:How tovisually representonline reviews to supportbetter
decision making? Which are the more adequate/suitable information visualization techniques to
representtheknowledgeinonlinereviews?Whatkindsofgraphicsshouldbeusedtorepresentthe
knowledge(integratedinformation)inonlinereviews?Areboth,textualandgraphicalvisualizations
usefulforcustomersandbusinessmanagers?

Standardwebsitesontraveller’shotelsopinionpresentinformationintextformat,monochromatic
symbols,withoutanykindofinteractionortakingintoaccountrelevantcognitivefactors.Thereare
severalgoodexamples,suchasTripAdvisor,Momondo,BookingorLogiTravel.Figure1illustrates
oneofthetypicalvisualizationofferedbythesewebsites.

Thegoalofthisworkistohaveabetterknowledgeofthemultilingualonlinebusinessreviewers’
visualandcognitivemodel.Toachievethis,avisualmodelbasedontheevaluationofthesentiment
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expressedwiththeonlineopinionisproposedandaprototypeimplemented,inordertotestit.The
domainofthereviewsisthehotelsector.

Twospecificend-usersaretargeted:touristslookingforthebesthotelsandmanagersofthese
hotelslookingtoimprovetheirbusiness.Theproposedmodelaimstoanswerthesequestions:how
tovisuallyrepresentonlinereviewstosupportbetterdecisionmaking,whatarethemostappropriate
informationvisualizationtechniquestoconsiderandwhatkindofchartsshouldbeusedordifferent
visualtechniquesshouldbeusedaccordingend-userprofile.

Thispaper isorganizedinsixsections.Sectiontwointroducesabriefstate-of-the-artof the
onlinereviewfield,focusingmostlyonthevisualizationofthesentimentinanopinion.Sectionthree
presentstherequirementswhilesectionfourthefeaturesandvisualizationtechniquesconsideredfor
theprototype.Sectionfivedescribestheprototypeitselfandtheteststhatwereperformedinorder
toevaluatetheproposedvisualizationmodel.Finally,sectionsixdiscussthemainconclusionsand
futurework.

2. BACKGROUNd

AftertheemergenceoftheWeb2.0,mostofthewebsitesbegantohavethebasicrequirementfor
closerproximitytotheend-user.Storingandviewingusercommentsareacurrentpractice.Withthe
proliferationofonlinebusiness,managershavebecomeincreasinglyinterestedinspecificaspects
oftheirbusiness,suchasattitudes,recommendationsorcomplaintsexpressedbytheirclients.A
commonexample isgivenby touristswhoanalyseopinionsandexperiencespublishedbyother
travellers on different WWW platforms when planning their own holidays. The exponential use

Figure 1. Logitravel website
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