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Exploring Service Improvement Opportunities through
Analysis of OTT App Reviews
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{Abstract)

This study aims to suggest service improvement opportunities by analyzing user review
data of the top three OTT service apps(Netflix, Coupang Play, and TVING) on Google
Play Store. To achieve this objective, we proposed a framework for uncovering service
opportunities through the analysis of negative user reviews from OTT service providers.
The framework involves automating the labeling of identified topics and generating
service improvement opportunities using topic modeling and prompt engineering,
leveraging GPT-4, a generative Al model. Consequently, we pinpointed five
dissatisfaction topics for Netflix and TVING, and nine for Coupang Play. Common issues
include “video playback errors”, “app installation and update errors”, “subscription and
payment” problems, and concerns regarding “content quality”. The commonly identified
service enhancement opportunities include “enhancing and diversifying content quality”.
“optimizing video quality and data usage”, “ensuring compatibility with external devices”,
and “streamlining payment and cancellation processes”. In contrast to prior research,
this study introduces a novel research framework leveraging generative Al to label topics
and propose improvement strategies based on the derived topics. This is noteworthy as
it identifies actionable service opportunities aimed at enhancing service competitiveness
and satisfaction, instead of merely outlining topics.

Keywords : OTT, App review, Topic modeling, Prompt engineering,
Service improvement
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System prompt: You are a helpful, respectful and honest
assistant for labeling topics.

User prompt: | have a topic, which is described by following
keywords: [payment, mobile, bank, phone, terminal, online,
internet, service, account, deposit] Based on the information
about the topic above, please create a short label for this topic.
Make sure you to only return the label and nothing more.

Assistant prompt: Internet banking

User topic prompt: / have a topic, which is described by

following keywords: [ A} 2], 215, S 24, A& ofZ, St Z,
A 2R, RF AFE it IS, 2612 ZIH/0/E 0/F
HA, AE2, G WY 2E 2IH0/5)

Based on the information about the topic above, please create a
short label for this topic. Make sure you to only return the label
and nothing more.

Fig. 2 Example prompt for labeling of topics

Table 8. Topic labeling results using generative Al
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