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Online complaint behavior in hotels: A case study of Shanghai hotels

TIAN Zemin', YAN Yan®

(1. School of Economic Management, Daqing Normal University, Daqing 163172, Heilongjiang, China;

2. College of Tourism and Environment Science, Shaanxi Normal University, Xi’an 710062, Shaanxi, China)

Abstract: Based on the study of Agoda, content analysis is performed for 1078 complaints about the three-star level or above

hotels in Shanghai drawn from Agoda. The results show that the most common complaints are related to services, facilities, space,

food, location, etc. , and chi-square tests demonstrate that hotel grade, traveler nationality, the type of traveler significantly influ-

ence on the online complaint behaviors. Finally, the hotel of online reputation management advices are put forward from three as-

pects: make a reputation management plan, strengthen the online reputation management, and establish a comprehensive feedback

system.
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