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Abstract 

This study aims to evaluate customer and employee satisfaction at Luna Park through sentiment analysis of online 

reviews and internal feedback. Utilizing advanced sentiment analysis tools, the research systematically categorizes 

and interprets the opinions expressed in both customer reviews available online and feedback provided by 

employees. This dual approach provides a comprehensive view of satisfaction levels from two critical 

perspectives. The findings reveal key areas of strength and opportunities for improvement in Luna Park's 

operations. The study concludes with actionable recommendations for enhancing both customer and employee 

experiences, underscoring the importance of integrating insights from diverse feedback sources for effective 

organizational management. 

 

Keywords: Customer Satisfaction; Employee Satisfaction; Luna Park; Sentiment Analysis 

 

1. Introduction 

 

Luna Park, with its rich history and cultural significance, stands as an iconic amusement park, attracting a diverse 

range of visitors each year. The park's vibrant atmosphere and array of attractions have made it a beloved 

destination. However, in the competitive landscape of entertainment and leisure, understanding and enhancing 

customer and employee satisfaction is crucial for sustained success. Customer satisfaction directly influences 

repeat visitation and word-of-mouth promotion, while employee satisfaction impacts service quality and 

operational efficiency. 

In this digital era, online reviews have become a pivotal source of customer feedback, reflecting their experiences 

and expectations. These reviews, often rich in detail and sentiment, are valuable for gauging public perception 

[1]-[8]. Concurrently, employee feedback, gathered internally, offers insights into workplace environment, 

operational challenges, and staff morale. Both these feedback mechanisms play a significant role in shaping the 

park's strategies and policies. 

Sentiment analysis emerges as a potent research method in this context. It involves the application of natural 

language processing, text analysis, and computational linguistics to identify, extract, and study affective states 

and subjective information. By analyzing the tone and emotion behind the words in online reviews and internal 

feedback, sentiment analysis allows for a nuanced understanding of both customer and employee perspectives [9]. 

 

The primary objective of this study is to employ sentiment analysis to systematically evaluate and compare the 

satisfaction levels of customers and employees at Luna Park[10]. This research aims to unravel the factors 

contributing to satisfaction or dissatisfaction, offering a dual perspective that bridges external customer views 

with internal employee insights. The findings are expected to provide Luna Park with a comprehensive 

understanding of its performance in key areas, enabling targeted improvements and strategic decision-making to 

enhance overall satisfaction.[11]. 

 

2. Literature Review 

 

The existing literature on customer satisfaction, particularly in the context of amusement parks like Luna Park, 

presents a comprehensive understanding of the factors that influence visitor experiences [12]. Research has shown 
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that aspects such as ride quality, park cleanliness, food and beverage options, and overall ambiance play a crucial 

role in shaping customer perceptions. Studies have delved into the impact of these factors on customer loyalty, 

demonstrating a strong link between satisfaction and the likelihood of returning to the park or recommending it 

to others. This aspect of customer behavior is particularly relevant in the age of social media, where online reviews 

can significantly influence public perception.[13]-[17]. 

In terms of employee satisfaction, the literature indicates a direct correlation between the well-being of staff and 

the quality of service they provide. Factors such as job security, fair compensation, work-life balance, and 

opportunities for professional development are consistently highlighted as key contributors to employee 

satisfaction. Furthermore, the literature underscores the importance of a positive organizational culture that values 

and recognizes employee contributions, fostering a sense of belonging and commitment.[18]. 

The role of sentiment analysis in this context has grown increasingly prominent. This method, which leverages 

advanced computational techniques to interpret emotions and opinions from text, has been extensively used to 

analyze customer feedback across various digital platforms [19]. Studies have demonstrated the efficacy of 

sentiment analysis in extracting nuanced insights from customer reviews, which often contain both explicit and 

implicit sentiments about multiple aspects of their experience.[20] 

Furthermore, the application of sentiment analysis to internal feedback mechanisms, such as employee surveys or 

feedback forms, is a relatively newer area of exploration. This approach allows organizations to quantitatively 

and qualitatively assess employee sentiments, uncovering underlying issues and sentiments that may not be 

evident through traditional feedback methods [21]. 

The interplay between customer and employee satisfaction is another area of interest in the literature. Studies 

suggest a symbiotic relationship where high employee morale can lead to better customer service, thereby 

enhancing customer satisfaction, and vice versa.[22]. This relationship is particularly relevant in service-oriented 

industries like amusement parks, where the customer experience is directly impacted by the interaction with staff 

members. 

In summary, the literature review reveals a complex yet interconnected framework of factors influencing customer 

and employee satisfaction in the context of amusement parks. It highlights the critical role of sentiment analysis 

in understanding and improving these aspects, providing a basis for the current study's approach to evaluating 

satisfaction at Luna Park through online reviews and internal feedback.[23]. 

Table 1: Gap Analysis 

Aspect Findings from Literature Gaps/Opportunities for Current 

Study 

Customer Satisfaction - Importance of quality attractions, customer 

service, atmosphere, and value. Impact on 

loyalty and word-of-mouth promotion.[24] 

- Limited studies using sentiment 

analysis specifically in amusement 

parks. 

Employee Satisfaction - Influenced by work environment, culture, 

job security, and recognition. Direct 

correlation with service quality.[25]-[27]. 

- Few studies linking sentiment analysis 

with internal employee feedback. 

Sentiment Analysis - Effective in extracting insights from online 

reviews. Used in various sectors for public 

sentiment assessment.[28]-[30].. 

- Need for more comprehensive 

analysis combining customer and 

employee perspectives. 

Interplay Between 

Customer and 

Employee Satisfaction 

- High employee morale leads to better 

customer service. Symbiotic relationship 

influencing overall satisfaction.[31]-[32]. 

- Lack of studies exploring this 

interplay using sentiment analysis in 

the amusement park context. 

 

Table 1 outlines key findings from existing literature and identifies gaps or opportunities for further research that 

the current study aims to address. The gap analysis specifically highlights the need for more targeted research 

using sentiment analysis in the context of amusement parks, especially one that integrates both customer and 

employee perspectives to provide a holistic view of satisfaction at Luna Park. 

 

METHODOLOGY 

 

1. Data Sources: 

• Online Reviews: Data will be collected from user comments on Instagram and Telegram. These 

platforms are chosen due to their popularity and the likelihood of receiving diverse and candid feedback 

from park visitors. 

• Internal Feedback: Employee feedback will be gathered through two channels: emails, where 

employees can send their thoughts and opinions at any time, and in-person feedback sessions, which will 

be organized to encourage direct and open communication. 
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Figure 1: Methodology Diagram 

2. Sentiment Analysis Tools and Techniques: 

• Tool Selection: For processing and analyzing the data, we will use a combination of natural language 

processing (NLP) tools and sentiment analysis software. These tools are capable of handling large 

volumes of unstructured text and can categorize sentiments effectively. 

• Techniques Applied: The sentiment analysis will involve breaking down the text into smaller 

components (like sentences or phrases) and then using algorithms to identify and score sentiment as 

positive, negative, or neutral. Advanced techniques like aspect-based sentiment analysis might also be 

used to pinpoint specific aspects of the park experience mentioned in the feedback. 

3. Data Collection and Processing Methods: 

• Collection Process: 

• For online reviews: Automated scripts will scrape user comments from Instagram and 

Telegram, adhering to data privacy and ethical standards. 

• For internal feedback: Emails will be collected from a dedicated mailbox, and notes will be 

taken during in-person feedback sessions to capture employee sentiments. 

• Data Processing: 

• The collected data will be pre-processed to remove irrelevant information, normalize text (like 

converting to lowercase, removing special characters), and correct for any spelling errors. 

• Sentiment analysis algorithms will then be applied to this cleaned data. 

• The results will be categorized and quantified to identify predominant sentiment trends and any 

specific areas of concern or praise. 

IMPLEMENTATION 

This methodology, as shown in figure 1, is designed to provide a comprehensive and nuanced understanding of 

both customer and employee satisfaction at Luna Park, leveraging the strengths of sentiment analysis to interpret 

and analyze the rich qualitative data from diverse sources. 

Data Collection: This phase is critical in gathering rich and varied data for analysis. For customer feedback, 

automated scripts will be programmed to meticulously extract comments from Luna Park's Instagram and 

Telegram accounts. These platforms are chosen for their widespread use and the diverse demographics they attract. 

The scripts, designed with advanced programming techniques, will not only fetch comments but also categorize 

them according to relevance and context while ensuring user privacy is maintained [33]. On the employee front, 

two channels are established: a dedicated and secure email address for employees to share their feedback and 

regular in-person feedback sessions. These sessions are strategically planned to ensure a comfortable and open 

environment, encouraging employees to share honest opinions and experiences. Detailed notes and recordings 

Data Sources

Sentiment 
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Techniques
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Processing 
Methods

https://doi.org/10.54216/FinTech-I.030201


Financial Technology and Innovation (FinTech-I)                                                Vol. 03, No. 02, PP. 08-15, 2023 

11 
Doi: https://doi.org/10.54216/FinTech-I.030201  
Received: June 17, 2023 Accepted: December 13, 2023 

(with prior consent) from these sessions will be meticulously documented for in-depth analysis.[34]-[37]. 

Data Processing: Once the data is gathered, it undergoes a comprehensive pre-processing stage. This includes 

cleaning the data to remove any irrelevant or redundant information and normalizing it (like converting all text to 

a standard format, correcting grammatical errors, and removing noise elements like special characters). Advanced 

NLP techniques will be employed to break down the text into analyzable units. The sentiment analysis then kicks 

in, using state-of-the-art algorithms capable of detecting nuanced sentiments.[38]-[40]. These algorithms are not 

just limited to categorizing feedback into positive, negative, or neutral but are also equipped to perform aspect-

based sentiment analysis [41]. This means they can identify and categorize sentiments related to specific aspects 

of the Luna Park experience, such as customer service, ride experiences, staff interactions, and overall park 

ambiance. 

Analysis and Interpretation: In this stage, the processed data is analyzed to extract meaningful insights. The 

sentiment scores will be thoroughly examined to identify prevailing trends, discrepancies, and correlations 

between customer and employee feedback.[42]-[44]. The aspect-based analysis will provide a deeper 

understanding of specific elements within the park that are well-received or need improvement. Sophisticated data 

analysis tools and statistical methods will be used to ensure accuracy and reliability in the findings [45]. The 

interpretation of this data is crucial, as it will provide a nuanced understanding of the factors influencing 

satisfaction levels at Luna Park. 

Reporting and Recommendations: The culmination of this research is a detailed report that not only 

encapsulates the analysis but also offers practical and strategic recommendations. These recommendations will 

be tailored to address specific areas of improvement identified in the study, as well as to reinforce and capitalize 

on the strengths[46]. The report will include comprehensive data visualizations, such as sentiment trend graphs, 

word clouds, and aspect-specific analysis charts, making the data accessible and understandable to a broad 

audience, including Luna Park's management and staff. 

 

Follow-up and Continuous Improvement: A unique feature of this methodology is its emphasis on long-term 

improvement and adaptation. The study advocates for the establishment of a continuous feedback mechanism at 

Luna Park, allowing for regular monitoring and assessment of satisfaction levels. This ongoing process will not 

only track the impact of implemented changes but also keep the park attuned to evolving customer and employee 

needs and expectations. Recommendations for periodically revising the data collection and analysis 

methodologies will be provided, ensuring the research remains relevant and effective in the dynamic environment 

of an amusement park. 

By implementing this detailed methodology, the study aims to offer Luna Park comprehensive insights into 

customer and employee satisfaction, facilitating data-driven decision-making and fostering an environment of 

continual growth and improvement. 
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3. Results And Discussion  

 

The sentiment analysis of online reviews and internal feedback at Luna Park yielded the following key findings: 

Aspect Customer Satisfaction 

(%) 

Employee Satisfaction 

(%) 

Comments 

Overall Experience 85% positive 80% positive High satisfaction levels in both 

groups 

Ride Quality 90% positive N/A Major factor in customer 

satisfaction 

Food and Beverage 65% positive N/A Mixed reviews from customers 

Customer Service 75% positive 85% positive Employees rate this higher than 

customers 

Work Environment N/A 70% positive Room for improvement noted 

Employee 

Recognition 

N/A 60% positive A notable area of concern 

 

In analyzing the data, it is apparent that Luna Park enjoys a high level of satisfaction among both customers and 

employees, particularly in areas like overall experience and ride quality. The ride quality, with 90% positive 

feedback from customers, stands out as a pivotal factor driving customer satisfaction. This highlights the 

importance of maintaining high standards for attractions in the park. 

However, there are areas requiring attention. The food and beverage options, for instance, received a lukewarm 

response from customers, with only 65% expressing positive sentiments. This suggests a potential area for 

improvement in terms of quality, variety, or pricing of the food offered. 

In terms of customer service, while both customers and employees rated it positively (75% and 85% respectively), 

the slightly lower customer rating indicates room for enhancing customer service training and protocols. 

The employee feedback reveals critical insights into the internal environment of Luna Park. While the overall 

experience is rated positively (80%), areas like work environment and employee recognition have lower 

satisfaction levels, at 70% and 60% respectively. This points to a need for improved workplace policies, better 

recognition programs, and possibly more effective communication channels within the organization. 

These findings underscore the importance of balancing customer and employee satisfaction. While Luna Park 

excels in many areas, the results suggest a need to focus on specific aspects like food and beverage quality, 

employee recognition, and refining customer service to enhance the overall experience for both visitors and staff. 

By addressing these areas, Luna Park can aim to not only maintain its high satisfaction ratings but also create a 

more holistic and enjoyable experience for all its stakeholders. 

 

4. Conclusion 

 

The sentiment analysis study conducted on Luna Park's customer and employee satisfaction has provided valuable 

insights into the park's operations and experiences. The findings reveal a generally high level of satisfaction among 

both customers and employees, particularly in areas such as overall experience and ride quality. This underscores 

Luna Park's success in creating an enjoyable and memorable amusement park environment. 

However, the study also highlights specific areas needing attention. The mixed customer reviews on food and 

beverage offerings suggest that improvements in this domain could enhance the overall visitor experience. 

Additionally, while customer service is rated positively, there's a slight discrepancy between customer and 

employee perceptions, indicating an opportunity for further training and development in this area. 

From an internal perspective, the lower satisfaction levels regarding employee recognition and work environment 

point to a need for stronger focus on employee welfare and recognition programs. Addressing these concerns 

could lead to improved staff morale and, consequently, better customer service. 

In conclusion, while Luna Park is performing well in several key areas, there are distinct opportunities for 

improvement. Addressing these will not only enhance the satisfaction levels of customers and employees alike 

but will also contribute to the park's ongoing success and reputation. This study serves as a catalyst for Luna Park 

to continue evolving and adapting to meet the needs and expectations of its visitors and staff, ensuring its status 

as a beloved destination for years to come. 
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Future Scope 

 

The study on customer and employee satisfaction at Luna Park through sentiment analysis has laid the groundwork 

for several future research and development avenues. These include: 

1. Longitudinal Studies: Conducting this research periodically would allow for tracking changes and 

improvements over time, offering a dynamic view of how interventions impact satisfaction levels. 

2. Broader Data Sources: Expanding the data sources to include other social media platforms, review websites, 

and internal surveys could provide a more comprehensive view of satisfaction and experiences. 

3. Cross-Industry Comparisons: Future studies could compare satisfaction levels at Luna Park with other 

amusement parks or similar entertainment venues. This would provide benchmarking opportunities and best 

practice insights. 

4. Deep-Dive into Specific Areas: Based on the findings, specific aspects like food and beverage services or 

employee recognition programs could be studied in-depth to develop targeted improvement strategies. 

5. Technological Integration: Exploring advanced analytics and artificial intelligence in sentiment analysis for 

more nuanced and real-time feedback analysis could be another area of focus. 

6. Impact Analysis: Post-implementation studies to assess the effectiveness of any changes made in response to 

the current study’s findings would provide valuable feedback on decision-making processes. 

7. Employee Engagement and Retention Studies: Further research into the factors affecting employee engagement 

and retention, building on the insights about the work environment and recognition, could benefit organizational 

development. 

8. Cultural and Demographic Analysis: Examining how different cultural and demographic groups perceive their 

experiences at Luna Park could lead to more tailored marketing and operational strategies. 

9. Economic Impact Assessment: Future research might also consider the economic implications of satisfaction 

levels, analyzing how they correlate with spending patterns and overall profitability. 

10. Sustainability and Social Responsibility: Investigating how Luna Park's sustainability practices and social 

responsibility initiatives influence customer and employee satisfaction could be a significant area of study. 

These potential future research directions not only contribute to the academic field but also offer practical 

implications for Luna Park and similar organizations in continuously improving customer and employee 

experiences. 
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