J. Soc. Korea Ind. Syst. Eng Vol. 41, No. 3 : 129-137, September 2018 ISSN : 2005-0461(print)
https://doi.org/10.11627/jkise.2018.41.3.129 ISSN : 2287-7975(online)

Analyzing Customer Feedback Differences between
VOCs and External Channels

Sang Hyeon Ahn* - Dong Hyun Back**"

*Korea Productivity Center
**Department of Business Administration, Hanyang University ERICA

©)

voce} gluadzte] a7 se wjo] HA

1 O -1
rRTA AR
wgtobl sk 24t Aoy

VOCs have been used as the most definitive resource to reflect customer feedback when developing products and services.
However, due to the development of the Internet and the emergence of SNS, VOC is no longer the only channel that represents
customer opinions. There are also a number of studies showing that many customers express complaints through channels other
than VOCs. In this paper, we analyze the difference between the official VOC data and the data collected through the external
channel, and suggest ways to reflect the various opinions of customers. To do this, this study uses keyword analysis that can
identify differences according to frequency through social network, modular analysis to distinguish topics according to centrality
and similarity, and emotional analysis to confirm word polarity (positive and negative). The results of this study show that the
opinions of the customers were different depending on channels such as VOCs and external channels. Therefore, the collected
data through VOC as well as external channels should be used in order to reflect the opinions of customers. In particular, this
paper confirms that the results of one channel may vary depending on the channel characteristics even for the same channel.
This confirms that collecting voc only on certain channels may differ from what real customers require. Therefore, data collected
through VOCs as well as external channels must be used to reflect various customer feedback.

Keywords : VOC, Customer Opinion, Social Network Analysis, Keyword Analysis
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Analysis Direction
Collecting Data
Keyword Analysis

Modularity Analysis

{Table 1> Analysis Process

Step 1.
Step 2.
Step 3.

Step 4.

<Figure 1> Keyword Analysis
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EM(Social Network Analysis)
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Phone
Call Problem

<Figure 4> Jeju Tourism Complaints Keyword Analysis

Visualization
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<Table 3> Web-Scrapping Keyword Analysis

Division Web Scrapping Frequency

Problem 67

2 Time 57

3 Lodging 40

4 Price 33

5 Rent Car 32

Airport 28

‘ Weather 28

8 Reservation 26

9 Sea 25

10 Schedule 22
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<Figure 5> Web-Scrapping Keyword Analysis Visualization
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<Figure 6> Jeju Tourism Complaints Modularity Analysis
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<Figure 7> Jeju Tourism Complaints Modularity Analysis
Visualization
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<Figure 8> Web-Scrapping Modularity Analysis

<Figure 9> Web-Scrapping Modularity Analysis Visualization
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{Table 4> Comparison of Keyword & Sentiment Analysis

No. Keyword No. Sentiment
1 Time(51) 1 Complaint(-15.2256)
2 | Tourist(46) 2 | Sincerity(-15.1985)
3 | Phone Call(42) 3 | Humanly(-14.5295)
4 | Problem(41) 4 | Words(-12.2775)
5 | Visit(37) 5 | Reservation(-10.7483)
6 | Attraction(32)
7 | Management(31) 13 | Problem(-7.8554)
8 | Reservation(29) 21 | Management(-6.6804)
9 Clerk(28) 24 | Tourist(-5.7711)

Car(28) 33 | Phone Call(-3.6785)

<Table 5> Comparison of Modularity & Sentiment Analysis

No. Modularity No. Sentiment

1 | Jeju Island 5 | Reservation(-10.7483)
2 | Tourist 24 | Tourist(-5.7711)

3 | Phone Call 33 | Phone Call(-3.6785)
4 | Clerk 43 | Clerk(-2.5752)
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<Table 6> Comparison of Keyword & Sentiment Analysis

<Table 8> Analysis Result

<Table 7> Comparison of Modularity & Sentiment Analysis

No. Modularity No. Sentiment

1 | Jeju Island 5 | Reservation(-10.7483)

2 | Tourist 24 | Tourist(-5.7711)

3 | Phone Call 33 | Phone Call(-3.6785)

4 | Clerk 43 | Clerk(-2.5752)

5 Reservation
ChgoRE BT, AP, el EolTk 719E B4
Azbet BAA e Bole] S AAR AFVUPUE
s HS2Rk FEoR AP o, G E AT 37
o] thol= B 7 BAe)A 28 £Fo uEg 3
sa 9E Ao et

AR ¢ 2aege) mEY BHT 4 B
WES A 43 7 EH0lA TEor =EF o
= garsh W2 gk o) B B3 9 2adBe) Ass
AFFFAEIL Brps 43 dA] Bl&o] ¥
e Ae & 5k
4.6 EMZ1} H|w

<Table 8> Al Aag 3714 EAAH}E LS 7]
FoR Aed Aotk Z47ke] AdelA FEOZ 2 of
e dolge Al ek elepolsith telopel B F
A BT BT 8 FARE AHaa Aot B

g A o) F Fal AFE B $A F oo
3 s Aol 7bg A e s oo} & Abgolet
AL Bl @ 5 olrh W BAle] A AN G5l
AR ZF Mo AolE Holm gtk BHANE vl e

> M

ol g3t glof WAy

S 3l olg Fol TEFALL e A
o}

g shE gl Aol

No. Keyword No. Sentiment Jeju Tourism Complaint | Division Web Scrapping
1 Problem(67) 1 Problem(-96.1103) Time, Tourist, Phone Call, Problem, Time, Lodging,
2 Time(57) 2 Complaint(-25.9050) Problem, Visit, Attract.ion, Keyword Price, Rent Car, Airport,
3 Lodaine(40 3 Reliof(-19.4615 Management, Reservation, Weather, Reservation, Sea,
odging(40) clief(-19.4613) Clerk, Car Schedule
4 | Price(33) 4 | Reservation(-18011) Jeju Island, Tourist, Phone Modularit Lodging, Bus, Airport, Car,
5 Rent Car(32) 5 Old days(-11.8714) Call, Clerk, Reservation odulanty Hotel,
6 | Airport(28) 6 | bad(-11.0879) Complaint, Sincerity, Problem, Complaint, Relief,
7 | Weather(28) 7 | First day(-10.8449) Hume}nly, WOTdS{ Sentiment Reservation, Old days, Bad,
g Reservation(26) ] Rent Car(-10.5241) Reservatlion, Correction, First days, Rent Cfil‘,
Internet, Kindness, Bad, No Arrangement, Lodging
9 | Sea(25)
10 | Schedule(22) 27 | Lodging(-0.7965) _
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