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[ Abstract]

Thanks to diffusion of word-of-mouth communication on the Internet,
consumers utilize customer review sites, such as TripAdvisor, to choose
sightseeing spots and accommodations. Impressions and evaluations are
contributed to TripAdvisor as consumer sending media by visitors every day.
Customer review could have an impact on visitors’ choice.

In this essay, we focus on customer review about Japanese-style-hotel:
Ryokan in Kyoto to clarify how service raises satisfaction of visitors. We
conducted content analysis of customer review to Ryokan in Kyoto posted on
TripAdvisor. Then evaluation of Ryokan was related to content of review. We
also compared postings and evaluation by foreign and Japanese visitors.

We found that Kyoto-way hospitality, Kaiseki-style simple course dinner, and
service they can get feeling that they come to Kyoto improve evaluations to
Ryokan for foreign visitors. Additionally a difference of preference between
Japanese and foreigner was seen. Foreigner wants various services, but the

Japanese have tendency to weigh the unique strong point of Ryokan.
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