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Dimension 
Odds

Ratio(OR)
95% CI p-value

Family
Expereince

12.083 [6.659, 21.933] <.001 

Service Flow 10.104 [7.149, 14.282] <.001 

Resort
Environment

7.033 [4.831, 10.237] <.001 

Mountain
Operations

6.248 [4.242, 9.198] <.001 

Cost
perceptions

1.970 [1.026, 3.781] .042

Invest in family-oriented programs and kid-
friendly amenities to enhance visitor
satisfaction.

BACKGROUND

RESEARCH PURPOSE

RESEARCH QUESTIONS

Online reviews provide rich, real-time insights
into visitor experiences. However, limited
research has examined how visitors evaluate
regional ski resorts. This study uses advanced
text analytics to uncover the service-quality
dimensions that drive customer satisfaction at
Pennsylvania ski resorts.

To identify key service-quality dimensions that
influence customer satisfaction in
Pennsylvania ski resorts by analyzing online
reviews using text analytics and statistical
modeling.

• What are the main themes discussed in online
reviews of PA ski resorts?

• How do visitors feel about these different
aspects of their experience?

• Which service-quality dimensions most
strongly influence positive satisfaction ratings?

KEY CONTRIBUTIONS

✓ Applies a comprehensive analytics
framework (LDA, ABSA, Network
Analysis, Logistic Regression) to tourism
reviews.

✓ Identifies the most influential service-
quality dimensions in ski tourism.

✓ Provides actionable insights for resort
managers to enhance visitor experiences.

Customer satisfaction in Pennsylvania ski resorts is driven more by experience quality and service delivery than by pricing alone.
Family experience, efficient service flow, mountain operations, and resort environment are the key drivers of positive evaluations.

FUTURE RESEARCH
Expand to other regions and seasons, incorporate
longitudinal data, and explore the impact of external
factors (e.g., weather, promotions).
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Example

Keywords:
 snow, slope, trails,

lifts, grooming,
conditions

Staff service,
efficiency, wait

times, ticketing,
lessons, lift lines

Example
Keywords:

 staff, friendly,
helpful, line, wait,

service, ticket

Family-friendly
activities, kids

programs, lessons,
safety, overall
experience for

children
Example Keywords:
 kids, family, lessons,

children, fun,
beginner

Prices, lift tickets,
value for money,
food and rental

costs
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Keywords:
 price, expensive,

value, cost, money,
worth

Lodging,
cleanliness,
amenities,

atmosphere, views,
parking

Example
Keywords:

 resort, lodge, clean,
parking, restaurant,

view
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Address pricing perceptions by
communicating value and offering flexible
pricing options.

Acknowledgments
This research was supported by the Summer Undergraduate Research

Experience (SURE) Grant.
Selected References

 Alaei et al. (2017); Kyle et al. (2010); Shang et al. (2022); Wang & Li (2023);
Nawawi et al. (2024).

Mountain Operations

Family Experience

Cost Perception

Service Flow

Resort Environment


	Analyzing Ski Resort Experiences Through Online Reviews:  A Data Analytics Approach to Customer Satisfaction  in Pennsylvania Tourism
	Neylla Joseph & Dr. Yongwook Ju
	East Stroudsburg University
	BACKGROUND
	RESEARCH PURPOSE
	RESEARCH QUESTIONS
	KEY CONTRIBUTIONS
	✓ Applies a comprehensive analytics framework (LDA, ABSA, Network Analysis, Logistic Regression) to tourism reviews.
	✓ Identifies the most influential service-quality dimensions in ski tourism.
	✓ Provides actionable insights for resort managers to enhance visitor experiences.
	METHODOLOGY FRAMEWORK


	3,721
	DATASET OVERVIEW
	FIVE SERVICE-QUALITY DIMENSIONS IDENTIFIED
	Slope conditions, terrain quality, snow quality, lift performance, trail variety Example Keywords:  snow, slope, trails, lifts, grooming, conditions
	Staff service, efficiency, wait times, ticketing, lessons, lift lines Example Keywords:  staff, friendly, helpful, line, wait, service, ticket

	IMPACT–PERFORMANCE MATRIX
	LOGISTIC REGRESSION RESULTS (PREDICTING POSITIVE REVIEW: 4-5 STARS)

	INTERTOPIC DISTANCE MAP OF LDA TOPICS
	MANAGERIAL IMPLICATIONS
	CONCLUSION
	FUTURE RESEARCH



