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Book chapter

“Big Data and the Study of Service Quality in Barcelona Hospitality Industry” by
Ainhoa Serna, Antonia Casellas, Jon Kepa Gerrikagoitia and Grant Saff.

Chapter in Quality Services and Experiences in Hospitality and Tourism, co-edited
by Cai Liping and Pooya Alaedini. The book will be published as part of Emerald
Publishers' tourism series on Bridging Theory and Practice (with Jafar Jafari and Cai
Liping as series co-editors)

Abstract: Big data generated in social media offers rich sources of information for
the study of service quality on many industries and services. Although a still incipient
field of research on hospitality and tourism studies, the growth of user-generated
content (UGC) sources has motivated the development of big data analytics with the
aim to discover meaningful patterns in data which could provide information on
relievable customer experiences. In this context, the chapter has a twofold
objective. First it provides an overview of the up-to-date research published on the
topic. This would allow exploring and demonstrating the utility of big data analytics
to improve the understanding of service quality on hospitality. Second, using the
case study of Malta, it exemplifies how the analysis of UGC in TripAdvidsor using
Sentiment Analysis and ontology engineering consisting on analysing the negative,
positive or neutral (polarity) attitude of the opinions of users, provide in real time
reliable data regarding the perceptions and experiences of tourists. The time period
analysed is from January 2012 to November 2016.
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