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Abstract:  This paper proposed a kind of method to evaluate customer satisfaction degree based on grey theory. Core idea is
that the user satisfaction degree is divided into five categories as very satisfied, satisfied, ok, unsatisfied and very unsatisfied accord-
ing to the comments, which are characterized by the relativity , uncertainty and ambiguity( collectively called Grey trait) , from variety
of products and objects(e. g. hotels, restaurants) . The proposed method addressed the limit of the common method which only parti-
tions qualitatively the customer sentiment into two coarse-grained categories: satisfied and unsatisfied. A grey model is constructed
for evaluating customer satisfaction degree. In order to augment the applicability to evaluate the various types of products, the match-
ing word pair of similar sentiment words and the corresponding top word pair of the object mapping the product are introduced to
build the evaluation index by the customer satisfaction degree for the product and object. Experiments are conducted on the real life
dataset, and the results show that it not only obtains the overall satisfaction degree, but also the quantitative evaluation value of the
computed affecting factors of the product and the object. So the proposed method would effectively overcome the disadvantage of
qualitative evaluation method, provide detailed guidance to consumers, and offer targeted marketing techniques for commercial orga-
nizations.
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