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Hotel Online Response Strategies and Response Satisfaction: A Configuration Analysis
based on the fsQCA Method

ZHANG Haoyan, LIU Shuyu, JIA Lin
(School of Management, Beijing Institute of Technology, Beijing 100081, China)

Abstract The competition in the hotel industry is becoming increasingly fierce. How to enhance
customer satisfaction through effective online review response strategies, thereby increasing market
competitiveness, has become an urgent issue to address. This study uses 73 sets of negative reviews and
responses from the Ctrip platform as case studies and employs the fuzzy-set qualitative comparative analysis
(fsQCA) method to analyze the impact of different responses on customer satisfaction. The results indicate that
customer satisfaction is influenced by multiple factors, forming four response strategies: multi-response type,
relationship-enhancing type, pragmatic-improvement type, and care-guidance type. The study suggests that
hotels adopt diversified response strategies, strengthen emotional connections, and pay attention to the
positivity and emotionality of response language to improve potential customer satisfaction.

Key words Hotel responses, Online reviews, Response satisfaction, fsSQCA
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