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[Abstract]

Webtoon content has become increasingly significant in the Korean digital content industry due to its market size and role as
an original intellectual property. In this context, this research examines users’ responses to webtoon platform services, which play
a pivotal role in the Korean webtoon ecology system, and the factors influencing these factors. To achieve this purpose, online
reviews representing users’ perception of services were collected and analyzed using text mining methodologies, including LDA
topic modeling and sentiment analysis. Moreover, the findings showed that there are six dimensions of perceived service quality
in webtoon platform services. In addition, it was shown that users have the most negative sentiments toward interoperability and

synchronization among devices. This study has implications because it expands the scope of research concerning service quality
from users’ perspectives.
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Table 1. The main topics(attributes) pertaining to service
quality of webtoon platform

Keywords Included in Each Topic and

laple Their Beta Score

Topic 1
Interoperability and
Synchronization among
Devices

Cartoon(.202), Update(.092), Mobile
Phone(0.067), Computer(0.038),
Inconvenience(0.035)

Webtoon(.081), Connectivity(0.062),
Wi—Fi(0.053), Lag(0.052),
Error(0.046), Internet(0.035)

Good(0.549), Fun(0.203),
Recommendation(0.014),
Love(0.011)

Webtoon(0.292), App(0.035),
Convenience(0.032), Screen(0.021),
Scroll(0.011)

Comments(0.064), Words(0.047),
Cartoonists(0.034), Function(0.034),
Necessity(0.029), People(0.026)

App(0.099), Installment(0.055),
Money(0.044), Cookies(0.035),
Capacity(0.025), Payment(0.023)

Topic 2
Quality of Network
Connectivity

Topic 3
Playfulness of Content

Topic 4
User Interface

Topic 5
Interaction with Other
Users and Cartoonists

Topic 6
Ordering Process
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