Hudng din gan nhin ngir liéu aspect-sentiment
cho chu dé Khach San (Hotel)

1. Muc tiéu

Dinh hudng:

% Vi mdi ddu vao la review (ban nhan xét danh gia cta khach hang), muc tiéu la xac dinh céc bd
(Aspect Category, Opinion Polarity).

« Dir liéu nay duoc xay dung twong tu nhu sub-task2 cuia task 5
Task 5: Aspect-Based Sentiment Analysis

Muc tiéu cu thé:

% Géan nhin it nhat 3000 review

% Dir liéu thyc té ciia khach hang, ¢ thé tham khao tir: https://www.agoda.com/vi-vn/

2. Cac loai nhan

A) Nhén danh gia, quan diém, cam nhan (opinion polarity) bao gom:
positive: tirc nhan xét tich cuc, khen
negative: tirc nhan xét tiéu cuc, ché
neutral: tirc ndm gitra tich cyuc va tiéu cuc (trung dung)

B) Nhin aspect: gdm bd entity-attribute cta thyuc thé
Cac loai Entity (7 loai):

e HOTEL: dé cap chung dén khach san, khong nhéc dén feature gicu thé.

e ROOMS: dé cap dén phong khach san vé cac dic diém nhu kich thudc, diéu kién phong noi
chung, d6 ndi that, phong tim, gidc ngu.

e ROOMS_AMENITIES: d cap dén céc tién nghi trong phong nhu diéu hoa, ta lanh, 10 vi
song, quay bar, may sdy toc, TV, nha vé sinh, ban cong, may pha ca phé, v.v.

e FACILITIES: dé cap tod1 mot s6 tién nghi cua khach san dugc phuc vu kém theo hodc hoac
cung cép cho khich hang nhu: swimming pool, spa&sauna, beauty salon, restaurants, café,
night club, casino, business center, gymnasium, access facility for the differentlyabled, parking,
shuttle, laundry, baby sitting or wake up services, sports activities, 24-hour concierge &front
desk, information desk, in-room dining, internet access, availability of touristic materialetc.

e SERVICE: d cap t6i thai d6 phuc vu ctia nhan vién, tinh kip thoi, d& dang trong giai quyét

van dé phat sinh, hoic trong viéc tiép don, nhan phong, tra phong.
LOCATION: dé cap toi vi tri cia khach san, cac dia diém xung quanh khéch san, v.v.
FOOD&DRINKS: d& cap toi an sang, thirc an, dd udng noi chung, hodc cac loai thuc in, do
ubng cy thé nao do.

Cac loai Attribute (8 loai):
GENERAL: dé cap t6i mot loai thuc thé noéi chung (hotel, room amenities, rooms, facilities,
location, service), view cua khdach san, View cua phong.
e PRICES: d¢ cap t6i gia phong, gia thirc n, d6 udng, gia tién ich, dich vu cung cap béi khach
san, hodc gia khéch san néi chung.


https://www.agoda.com/vi-vn/

e DESIGN&FEATURES: dé cap toi thiét ké, trang tri, kich thudc cua moét loai thyuc thé (hotel,
rooms, facilities)

e CLEANLINESS: dé cap t6i su vé sinh, gon gang cua phong, ciia khu vuc chung, va cia khach
san noi chung.

e COMFORT: ndi vé céac thuc thé & goc do su thoai mai, tién nghi cho khach hang

e QUALITY: noi vé chat lugng d6 an, thirc uéng (vi du khau vi, su tuoi ngon, nhiét do, su chuan
bi, v.v), hoac chét lugng cac dich vu va tién ich khéach san cung cép

e STYLE&OPTIONS: néi vé viéc trinh bay d6 an, thirc udng, cach thirc phuc vu, cac lya chon
dd an, thue don, hodc tinh da dang cua dd an thuac uéng phuc vu trong nha hang

e MISCELLANEOUS: cho céc attributes khong nam trong nhirng céi ¢ trén

Chung ta thudng thdy mot sé aspect nhu sau:
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3. Cach gan nhan

#id

Text

<aspect 1> positive hodc negative hoac neutral
<aspect 2> positive hoac negative hoac neutral

#id

Vidu:

#1

Khach san gia ré, gan bién. Nhan vién 18 tan thiéu lich sy voi khach, thai_d6 khé_chiu.
HOTEL#PRICES: positive

LOCATION#GENERAL.: positive
SERVICES#GENERAL.: negative



#2.

Phong 6¢ rong rdi va thoang. Nhan vién phuc vu rat tin tinh, chu ddo. N6i chung 1a ok. Néu dua ra
khuyét diém thi c6 18 12 16i di vao bubi tdi hoi kho vi gan parking.

ROOMS#DESIGN&FEATURES: positive

ROOMS#COMFORT: positive

SERVICES#GENERAL.: positive

HOTEL#GENERAL.: positive

HOTEL# MISCELLANEOQOUS: negative

4, Tai liéu tham khao
http://alt.gcri.org/semeval2016/task5/

Task 5: Aspect-Based Sentiment Analysis

Subtask 2: Text-level ABSA. Given a set of customer reviews about a target entity (e.g. a laptop or a
restaurant), the goal is to identify a set of {aspect, polarity} tuples that summarize the opinions
expressed in each review.
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GAN NHAN CU THE
(Vietlex Team)

TANG 1: ENTITY

1.

Hotel:
- Nhic dén KS noi chung, c6 “KS, resort, nha nghi...” 1a thuc thé (ngoai trir d& cap dén dia diém, vi
tri cia KS). Vd:

Khach san Lavender Nha Trang moi; Khach san sach sé.

- Khen, ché, danh gia ma khong c6 chu ngir (ma khong noi vé vi trf hay con ngudi). Vd:
Rat sach s&, Néi chung la khéng dat tiéu chudn 3 sao.

- Nhirng cau c6 dang:
T6i dii ¢ day 1 lan truée ddy va sé quay lai néu cé dip
Néi chung minh sé khéong ¢ khdch san Céng doan Thanh Binh néu lan sau t6i Pa Nang.
Chdc chan t6i sé quay lai khach san Thanh Thiy trong thoi gian t6i
Néu ban dang tim kiém mét khach san cao cdp thi toi khuyén ban nén chon khach san nay

. Rooms:

99 <¢

- C6 “phong”, “phong ngu” la thuc thé. Vd:
Phong o day rat rong, Phong dep.

. Room-amenities:

- Tién nghi, ndi that bén trong phong (VD: Tién nghi cua phong, tién nghi phong, noi that phong...),
- Hodc chi do vat cy thé: diéu hoa, ti vi, ti lanh, nha vé sinh, givong, dém, gbi...

. Facilities:

- Tién nghi ctia KS noéi chung

- Céac dich vu kém theo: nha hang, cafe, bar, club, casino, gym, spa, dwa don, giat la, trong tre, bai
bién ciia resort...

- Co s6 vat chat KS: bé boi, thang may, wifi, vieom, ché dé xe...

. Sevice:

- Ki nang, thai d6 phuc vu
- Gidi quyét van dé nhanh chong, chuyén nghiép, check in, check out...
- Nhitng tir gan véi yéu to con nguoi (than thién, vui vé, lich su...)

. Location:

- Vi tri, dia diém
- Gan céc dia diém xung quanh

. Food&Drinks:

- TAt ca dd an uéng trong KS, ca ¢ phong, & nha hang,... cach thuc trinh bay, phuc vy, chét luong,
lua chon...



TANG 2: ATTRIBUTE

A. Nhoém | (4p dung cho cac Entity 1, 2, 3, 4)

Entity Attribute
General
1. Hotel Prices
2. Rooms De3|gn_s&features
. Cleanliness
3. Room-amenities Comfort
4. Facilities Quality

Miscellaneous

Nhan GENERAL

1. Hotel#General
- Cau khong c¢6 thyc thé ro rang. Vd:
Con lai tat ca deéu tot.

- Cau nhén xét chung vé KS (trir vi tri dia diém, con nguoi). Vd:
KS tot.
KS dich vu tot | kém / chu ddo.
Toi sé quay lai.
View dep; View ciia KS rdt dep; San thwong c6 view dep;, Piém cong cho khdch san nay la c¢6
tam nhin dep

2. Rooms#General
- Thyc thé 1a phong, nhan xét chung. Vd:
Phong tot
Phong on, tam duwoc
Dich vu phong tot
Phong view dep; View tir ban cong rdt tuyét; Phong khéng cé view; Phong dep, tam nhin bién

3. Room-amenities#General

Thuec thé 12 ndi that phong, nhan xét chung, khong phai 1 db vat cu thé. Vd:
Tién nghi phong day di/dwoc/onlté/tot
Ngi that day duldwoclonltéltot
Vat dung day di / khéng day di

4. Facilities#General
Thuc thé 1a tién nghi, dich vu di kém, co so vat chét noéi chung cua KS, khong dé cap cu thé 1 tién
nghi nao. Vd:

KS ¢6 tién nghi day du/tot

Tién nghi KS tot

View ctia nha hang rat dep; Ho boi view dep;, Quay café ¢é tam nhin tuyét voi



Nhan PRICES

1. Hotel# Prices

- Gi4 ctia KS, thyc thé 1a KS. Vd:
KS co gid re
Ks c6 chat leong (khéng) phit hopl (khéng) twong ximg gid tién
KS la 1 sur lwa chon tiét kiém

- Gia chung chung, khéng chi thuc thé nao. Vd:
Giare ...
... gid ca phu hop

2. Rooms# Prices o 7
- Gid phong, c6 nhac dén thuc thé phong.

3. Room-amenities# Prices:

- Gia cac d6 dung trong phong. Vd:
phdi trd thém 10k cho 1 khan tam
thay khan tam tinh phi

4. Facilities# Prices

- Gié cua tién ich, dich vu di kém (ngoai trir d6 an udng). Vd:
Gid bé boi
Gia quan bar
Gia dich vu dwa don

Nhan DESIGN&FEATURES o
Dep, xau, mai, cii, view, rong-hep, to-nho, quang canh, khuodn vién, thiét ke, dac trung cua tung thyuc
thé.

1. Hotel#Design&features. Vd:
(KS) dep-xdu
(KS) mdi-cii
KS rong rai
KS co vieon dep
Khuén vién réng cdy coi xanh twoi
Phong canh dep
Quang canh dep
Khéng c6 khu viee tiép khach

2. Rooms#Design&features. Vd:
Phong dep-xdu, méi-cil, rong-hep
Phong duoc trang tri...

Phong cdch am tot/khong tot
Phong c6 cira tot/khéng tot



3. Room-amenities#Designs&features
- Thiét ke dac trung ctia noi that trong phong, nha vé sinh, nha tim néi chung. Vd:
Nha tam rong, hep, dep, xdu
Giwong, goi... to nho, vira, khong vira...
Ban ghé...
Khénglcé diéu hoa...
TV, tu lanh: to, nho, cii moi,
khod... hOng, cii
trang thiét bi phong tam dep,
Noi thatphong an twong, Noi that hién dai / lich lam , Noi that/Trang thiét bi dep/mdi
Trang thiét bi / do ding day dii
Thiét bi bon tam/ voi sen bi ro nude, Piéu hoa khong mat

4. Facilities#Design&features
- Bé boi, quén bar, bai bién... Vd: Rong, hep, dep, xdu, gdn, xa, thiét ké dep, co khu viee cho tré em,
tién nghi hién dai
- Co/khong c6 dich vu, tién nghi cu thé: VD: khong co bé boi, khong c6 thang may, nide trong bé
boi nhiéu clo

Nhan CLEANLINESS

Sach sé&, ban, c6 mui, con trung (muoi, gian,...)

1. HoteI#CIeanIians. Vd:
(KS) sach sé, ban

2. Rooms#Cleanliness. Vd:

Phong co muoi, gian, chuot,...

Phong sach, phong ban

Phong co mui

Phong nhiéu bui

Don phong chua ky:
+ {ROOMS#CLEANLINESS, negative}
+ {SERVICE#GENERAL, negative}

3. Room-amenities#Cleanliness

- V& sinh cua noi that, vat dung trong phong. Vd:
Nha vé sinh, nha tam béan/sach, ¢6 miii
Giwong, chan, ga, goi ban/sach
Hé thong mueée trong phong ban/sach

4. Facilities#Cleanliness
- V¢ sinh cua tién ich, dich vu di kém. Vd:
Bé boi, bdi bién sach, bén, nhiéu réu....
Nha hang, qudn bar... sach, ban (khéng tinh do dn thirc uong).

Nhian COMFORT



Sy hai long, tién 1oi, thoai mai, thich, dé chiu

1. Hotel#Comfort: thuc thé 1a khach san. Vd:
KS cho téi cam gidc thodi mdilvui vé/ung y
Hai long voi KSIki nghi ¢ day
KS thoang,

KS yén tinh

KS tién nghi [“tién nghi” o day la tinh tw, phan biét voi voi “tién nghi” la danh tie trong “tién

nghi cua KS” (thugc Hotel Facilities)]
Tthich/khong thich KS
that khé d@é tim diéu gi khéng thich
Cam on KS
Khong gian yén tinh / riéng tw
cam thdy dan twong véi hotel nay

2. Rooms#Comfort:
- Thyc thé 1 phong
Phong cho toi cam gidc thoadi mai
Phong thodng,
Phong yén tinh
Phong tién nghi (# Voi tién nghi cia Phong)
Thichlkhong thich phong
Hai long vé phong
Dt ¢ dorm nhung rat riéng tw
Tuy vdy t6i van ngi ngon

3. Room-amenities#Comfort
- Thuyc thé 1a cac thiét bi ngi that trong phong. Vd:

Givong, ga, goi, dém nam thodi mailkhong thodi mai

Thichlkhong thich

Nha vé sinh thoai mai, thudn tién

Diéu hoa, ti vi, ti lanh... thodi mai, thudn tién
Hai long véi... (thudc ndi thdt)

4. Facilities#Comfort

- Thuc thé 14 cac tién ich, dich vu di kém. Vd:
Bé boi, bdi bién thodi mdilkhéng thodi mdi
Thichlkhong thich
Dich vu dwa don thudn tiénlkhong thudn tién
Bdi dé xe thudn tiénlkhong thudn tién
Bé boi néng/lanh qua

Nhian QUALITY

Xuét hién céc tir chit luong, déng cﬁp, dat tiéu chuan, xin, dom, dat/khong dat

cap, thap cap, tiéu chuan (*)

1. Hotel#Quality
- Thuc thé 1a khach san

... 820, sang trong, cao



KS dding cdp, sang trong

KS chdt lwong tétlté

KS dat/khong dat, xurng dang/khong xung dang “x” sao
KS dat tiéu chuan

Chdt lwong dich vu (KS) tét

2. Rooms#Quality:
- Thyc thé 1a phong. Vd:
Phong dang cdp, sang trong
Phong chdt lwong totlté
Phong dat/khong dat, xung dang/khong xung dang “x” sao
Phong dat tiéu chudn
Chdt lwong dich vu (phong) tot

3. Room-amenities#Quality

- Danh gia (t6t/khong tot; sang trong, t¢, kém, tuyet) mot s6 object trong noi that phong. Vd:
Dzeu hoa hoat dong kém/tot; giwong, dém ém..
xuong cdp, hong, khéng hoat dong, khéng dung dwoc

- Panh gia chung nhung xuat hién cac tir: chat heong, dang cdp, dat tiéu chudn, xin, dém, datlkhéng
dat... sao, sang trong, cao cap, thap cap, tiéu chuan. Vd:
Noi that cao cap, noi that chat lwong.

4. Facilities#Quality:
- Banh gia (tot/khong tot; sang trong, t¢, kém, do, tuyét) mot s6 tién nghi, dich vu cy thé. Vd:
Trang thiét bi tiéu chudn
bé boi thdt tuyét
Thang may nhanh/chdm
Xe mady cho thué tot/ khéng tot

Nhin MICELLANEOUS (c4c yéu t khac)

1 Hotel#Muiscellaneous. Vd:
KS an toanlkhong an toan
KS an ninh dam bao
Mat song dién thoqi
O tang cao thi séng dién thoai rat yéu
nhan vien mac do mang phong cach k dep
Gio déng/mé civa KS: VD: Gio gidc thodi mdi, thich di vé liic nao ciing dwoc
Hoi xui xéo la mat dién
van dé bao mdt théng tin khdch hang
hod don
duong vao
hang qudn va cdc déic diém xung quanh khdch san

2. Rooms#Muiscellaneous. Vd:
Phong an toan
Phong khong dam bao an toan



Bi mdt trom

3. Room-amenities#tMiscellaneous. Vd:
Vat dung khong an toan

4, Fapilities#Misgellaneous. Vd:
Bé boi, bai bién co/khong co ciru ho

B. NHOM Il (4p dung cho cac Entity 5, 6, 7)

Entity Attribute
_ General
5. Sevice Prices
6. Location Quality
7. Food&Drinks Style&Options
Miscellaneous

5. Sevice#General. Vd:
Phuc vu tét/khéng 16t
(KSInhdn vién) than thién, lich sw, dé thirong, cau c6, khé gan, hay giip dé, chuyén nghiép
Thai do phuc vu
Kip thoi, nhanh chong...

6. Location#General:
KS co dia diem, vi tri...
KS gan/xa trung tam...

7.1 Food&Drinks#Prices: gia toan bd cac loai d6 in, d6 udng trong KS.

7.2 Food&Drinks#Quality: chat luong d6 an, d6 udng trong KS. Vd:
Ngon, do, tot, kém, té, tuyét, twoi, hong, cé mui, thiu, man/nhat, an duwoc, khéng an duoc.
thirc an sang con té nhat

7.3 Food&Drinks#Style&Options. Vd:
Cach phuc vu do an, do ué'ng trong KS (nhanh, cham, don ban, gio an...)
Nhiéu/it mén, lia chon
Nhiéu/it heong do an
Phuc vu hoa qud, dé uéng tai phong
bita sang chu dao/ddy di

7.4 Food&Drinks#Miscellaneous: dd an vé sinh, an toan. Vd:
miéng non chon thao, bi di ngoai
rau riva con do



TANG 3: VALUE chia lam 4 nhém (4p dung cho 7 Entity) va 1 nhém Prices

1. Hotel, Rooms, Room-amenities, Facilities:
- positive: tot dep, duoc, sach sé, ok, thoang, mat, tuyét voi,.

- negative: xdu, toi, té, ban, chira dwoc tot, bi, am thap, khong dep, khong day di, cil, khong sang
trong...

- neutral: tam dwoc, binh thuong, khéng cé gi dic sdc,... + ¢6 2 ¥ dwoc danh gid trdi nguoc
positive & negative

2. Location:
- positive: trung tam, gc”in, tot, dep, ok
- negative: xa, ngo hem,
- neutral: tam dwoc, binh thuong + co 2 y dwoc danh gia trdi nguoc positive & negative

3. Service:
- positive: tot, duwoc, than thién, vui vé, lich sw, chuyén nghiép, ok
- negative: kém, t6i, khong chuyén nghiép, thiéu chuyén nghiép, khong vui vé
- neutral: tam dwoc, binh thuong + co 2 y dwoc danh gia trdi nguoc positive & negative

4. Food&Drinks ] ) , o
- positive: ngon, tuyét, hop khau vi, tot, duoc, twong doi, dang tién, hap dan, ok
- negative: do, khong ngon, khong hop khau vi, méin/nhat,

- neutral: chdp nhdn dwoc, tam on, tam dwoc, binh thuong + c¢é 2 y dwoc danh gid trdi nguoc
positive & negative

5. Prices
- positive: re, t6t, duoc, hop i, rat hop li, phai chang, phu hop, ding tién, khd mém, vira phai,
hdp dan, ok, mién phi, free
- negative: dat, qua ddt, cao, qua cao, hoi cao
- neutral: chdp nhédn dwoc, tam én, tam dwoc, khéng qud ddt, vica phdi, binh thuong + c6 2 y
dwoc danh gia trai nguoc positive & negative,

MOT SO QUY UOC

1. CAu/cum tir ddng nghia (tring ndi dung nhan xét, danh gia)

Miéu ta thudce tinh/gia tri cho ndi dung xuat hién trude, ndi dung xuat hién sau khong miéu ta.

2. Khong miéu ta Review c¢6 phan ndi dung khong thudc cac tiéu chi dwa ra (PHAN IN NGHIENG
MAU XANH)

#106
Nhin chung, khach san sach sg, gén bién, nhan vién phuc vu than thién; tién nghi va trang thiét bi
trong phong day da va con kha mai. Tuy nhién, phong minh dat hom d6 thiét bi chiéu sang ko tot

lam, phong lai sat mép nén budi trua chiéu bi choi nang rat nhiéu. Nhung néi chung van on. S&
chon lai néu c6 dip. Cam on Mytour nhiéu )



3. Khong miéu ta Review c6 ndi dung liing ciing, tdi nghia, hoic Review bing tiéng nwéc ngoai

#29

Rét hiru ich va al nghe ca nhan ngay ca khi ho khong hiéu tiéng Anh TJS Chung t6i dd danh mot
dém trén mau sic va ho khong tra tién dém trudc Ltd - rat than thién, vi saigon khach san cua
ching t6i d4 khong 1am diéu d6! Rét t6t tinh trang khach san gia tri ctia nhan vién rat tot va hitu
ich Ho didn t pr gia lam cho chiing ta phai tra cho mot dém Béi vi chung ta dang ngu ¢ Hué - rat
dep Bai vi khach san ctia chung toi tai Sai Gon wouldn t lam nhu vay! Hiéu qua chi phi tot Phong
tdm: voi sen nhin ra nha vé sinh ma khong can tach An sang khong dong déu: day sém néu ban
mubn thuc pham tét cho moi ngudi Viét Nam duge 6h - 6:30 voi hoa sen 14 & phia trudc cua nha
vé sinh ma khong can tach Ban sé& phai thic ddy som néu ban mudn thuong thire dién tr tdt, Am
ap va da dang bita an sanNha Nhan vién cuc ki tdt bung va than thién. ...



