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Abstract:

This study aims to find out the effect of social networking sites analysis on tourism services by
applying it to the Sofitel Hotel. The hotel was chosen based on the ratings of the online TripAdvisor
social networking site for Algiers hotels. Which reached during the study 1924 review. To measure
the opinions and reviews of the tourists who visited the hotel, the sentiment analysis method was
adopted. As for data analysis, we used the Nvivo 11 program.

The polarity of the contents was classified as positive, negative, or neutral, then the ratings of
hotel visitors’ reviews, which tended to be somewhat positive, were analyzed, so that the hotel’s
most important strengths and weaknesses were then clarified according to the evaluation of the
reviewers’ comments, with some suggestions being made. The study concluded that there is an
impact of the analysis of social networking sites using sentiment analysis on the tourism services of
the Sofitel Hotel, and in the end, a set of solutions and recommendations were presented.

Keywords: Social media analysis, sentiment analysis, reviews, tourism services, Sofitel Hotel,

TripAdvisor.
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