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Abstract: Under the guidance of Spencer-Oatey’s Rapport-Management Theory, this article focuses on 180 negative
comments from March 2021 to April 2024 on a hotel platform called Trip. com Group Limited. It quantitatively
investigates the management of face, sociality, and obligation rights, and analyzes them qualitatively. Besides, it
studies the distribution of complaint strategies in these complaints to figure out their rapport orientations. It was found
that complainers mainly attacked the quality faces of the hotel staff and emphasized their violation of association rights.
The frequency of complaint strategies demonstrates that most complainers hold the rapport challenge orientation, but
still, some complainers hold the rapport maintenance orientation. In this paper, both qualitative and quantitative
methods are used to provide a new perspective for the study of online complaints.
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