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The Design and Development of Public Bus Complaint Extraction Process

By Dictionary Based Approach for Service Problem Classification
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Abstract

This research aims to 1) design and development of public bus complaint extraction process by
dictionary-based approach. From 389 complaint text found 128 keywords that have been selected to
create a corpus-based divided into 4 classes: person’s class, driving class, vehicle class and bus schedule
class. Then, input the test textinto extraction process by dictionary-based approachagainto
matchingbetween the results of the wrapping text with the keywords in each class for create service
problem classification tag. And use the Levenshte in edit distance method to comparing the similarity of
words in case of incorrectly keywords. Last, information presentationto user by data visualization. 2) The
accuracy assessment of service problem classification is a very good level, especially one complaint issue.
The result show performance of dictionary-based approach on Thai wrappingis suitable for the

terminology that has definite scope.However, found problems in same keywords to be duplicated in some
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classes and compounding words in Thai. This results will benefit to those responsible to improve the

service forcustomer.

Keyword: Data Extraction, Public Bus, Dictionary Based Approach
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