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ABSTRACT

The development of platform service based on the information and communication technology has
revolutionized patterns of commercial transactions, driving the growth of global economy. Furthermore,
the radical advancement of artificial intelligence(Al) presents the huge potential to innovate almost all
the industrial and economic activities. Given these technological developments, the goal of this paper
is to investigate Al's impact on the platform service innovation as well as its influence on the business
performance. For the goal, this paper presents the review of the types of service innovation, the nature
of platform services, and technological characteristics of leading AI technologies, such as chatbot and
recommendation system. As an empirical study, this paper performs a multiple case study of Kakao
Group which is the leading mobile platform service with the most advanced Al in Korea. To understand
the role and effect of Al on Kakao platform service, this study investigated three cases, including
chatbot agent of Kakao Bank, Smart Call service of Kakao Taxi, and music recommendation system
of Kakao Mellon. The analysis results of the case study show that Al initiated innovations in platform
service concepts, service delivery, and customer interface, all of which lead to a significant decrease in
the transaction costs and the personalization of services. Finally, for the successful development of Al
this research emphasizes the significance of the accumulation of customer and operational data, the Al
human capital, and the design of R&D organization.

Keywords: Service innovation, Platform business, Artificial intelligence, Chatbot, Recommendation
system, Transaction cost theory, Service personalization, Customer data.
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