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[Abstract]

Along with the development of information and communication technologies and pandemic experience, the metaverse platform
service has received increasing attention. In this context, this study used online reviews to identify determinants that induce
satisfaction and dissatisfaction among users in Zepeto, which is one of the representative metaverse platform services in South
Korea. To this end, frequency analysis, term frequency—inverse document frequency (TF-IDF) analysis, and latent Dirichlet
allocation (LDA) topic modeling were employed using the big data analysis solution Textom and Python programming coding.
The results of this study indicated that there are four factors related to satisfaction, including <various customized features for
decoration>, <additional condition for greater satisfaction>, <various social interaction & communication function>, and <various
opportunities for zem acquisition>. There are also four factors related to dissatisfaction, including <encouraging excessive
purchase>, <network connectivity issue>, <poor management of users related to “Tiktok occupation behavior”>, and <software
optimization issue>. The findings of this study are valuable as guidelines for improving metaverse platform services.
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"This Figure is left in its original Korean Form Rather than Being
Translated in English to Show How the Original Online Korean
Reviews Were Collected during the Actual Data Collection Process
Using a Web Scraper.
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Fig. 1. An example of collected online reviews
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Table 1. Important keywords based on frequency and
TF-IDF Analysis in online reviews related to

satisfaction

Keyword Frequency (Rank) TF- IDF (Rank)
Zem 3050 (1) 6982.28 (1)
Zepeto 2692 (2) 5959.29 (2)
Game 2075 (3) 5049.75 (3)
Fun 1693 (4) 4089.88 (5)
Cloth 1652 (5) 4363.51 (4)
Character 1430 (6) 3881.42 (6)
Lag 1224 (7) 3486.87 (7)
Good 1159 (8) 3232.92 (8)
World 969 (9) 3001.36 (9)
People 872 (10) 2828.70 (10)
Update 810 (11) 2674.14 (11)
User 800 (12) 2631.72 (13)
Coin 791 (13) 2653.47 (12)
Friend 767 (14) 2525.40 (14)
App 670 (15) 2319.20 (15)
Thanks 662 (16) 2254.63 (16)
Money 621 (17) 2200.10 (17)
Function 589 (18) 2144.98 (19)
Item 573 (19) 2175.44 (18)
Gift 546 (20) 2074.26 (20)
Advertising 540 (21) 2037.20 (21)
Hello 523 (22) 1860.85 (24)
Disadvantage 510 (23) 1969.50 (22)
Usage 497 (24) 1894.19 (23)
Add 463 (25) 1797.69 (25)
Quest 453 (26) 1779.71 (26)
Account 420 (27) 1744.95 (27)
Inconvenience 400 (28) 1571.49 (28)
Error 381 (29) 1535.70 (29)
Diversity 368 (30) 1483.30 (30)
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Table 2. The main topics and keywords found in satisfaction-related online reviews
Topic Content Keywords Included in Topics (Beta Score)
Topic 1 “Cloth”(0.042), “Zem”(0.042), “Character”(0.034), “Coin”(0.024), “Item”(0.019)
Various Customized Features for Decoration ’ ’ ’ ’ ’ ’ ’ ’ ’
Topic 2 PR « » « » “ » « »
Additional Condition for Greater Satisfaction Lag”(0.071), “Update”(0.036), “World”(0.030), “Quest”(0.019), “Error”(0.015)
Topic 3 “Game”(0.063), “Zem”(0.040), “People”(0.028), “Function”(0.015),
Various Social Interaction & Communication Function “Friend”(0.014), “User”(0.13)
Topic 4 « » « N « » « » « »
Various Opportunities for Zem Acquisition Fun”(0.134), “Thanks”(0.009), “Scratch”(0.007), “Survey”(0.006), “App”(0.006)

“The numbers of the topics indicated in this table are not arranged in order of their frequency of occurrence in the entire reviews.
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Table 3. Important keywords based on frequency and
TF-IDF analysis in online reviews related to

dissatisfaction

Keyword Frequency (Rank) TF-IDF (Rank)
Zepeto 2832 (1) 5184.74 (1)
Zem 2078 (2) 4978.24 (2)
Game 1631 (3) 3827.46 (3)
Tiktok 1493 (4) 3597.59 (4)
Lag 1330 (5) 3236.73 (5)
Cloth 1001 (6) 2847.80 (6)
Account 825 (7) 2533.42 (7)
People 822 (8) 2401.10 (9)
App 820 (9) 2413.47 (8)
Character 734 (10) 2274.23 (11)
Update 726 (11) 2308.93 (10)
Money 700 (12) 2192.53 (13)
Login 698 (13) 2219.88 (12)
Advertising 651 (14) 2189.34 (14)
User 625 (15) 2011.90 (15)
Error 560 (16) 1845.09 (16)
World 484 (17) 1664.35 (17)
Annoyment 473 (18) 1602.72 (19)
Coin 471 (19) 1658.21 (18)
First 405 (20) 1426.93 (20)
Delete 376 (21) 1363.93 (21)
Occupation 359 (22) 1336.90 (22)
Usage 338 (23) 1279.19 (24)
Item 331 (24) 1314.43 (23)
One 324 (25) 1222.85 (26)
Swear 323 (26) 1246.88 (25)
Inconvenience 312 (27) 1194.07 (27)
Quest 293 (28) 1169.72 (28)
Report 264 (29) 1111.73 (29)
Friend 252 (30) 1020.44 (30)
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ain topics and keywords found in dissatisfaction-related online reviews

Topic Content

Keywords Included in Topics (Beta Score)

Topic 1
Encouraging Excessive Purchases (Encouraging Cash Payments)

“Zem”(0.097),“Game”(0.060),
“Cloth”(0.011), “Character”(0.009), “ltem”(0.009)

“Encouraging Cash Payments”(0.015),

Topic 2 “Advertising”(0.032), “Annoyment”(0.023), “Lag”(0.011),

Network Connectivity Issue “Bug”(0.009)

Topic 3 o » « " « » « »

Poor Management for Users related to “Tiktok Occupation Behavior” Tiktok™(0.125), “Occupation™(0.026), “Swear”(0.017), "User"(0.011)
Topic 4 “No Fun”(0.077), “Lag”(0.047), “Login”(0.025), “Installment”(0.016)

Software(Service) Optimization Issue

“The numbers of the topics indicated in this table are not arranged in order of their frequency of occurrence in the entire reviews.

http://dx.doi.org/10.9728/dcs.2024.25.5.1119
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