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Text Mining Analysis of Customer Reviews on Public Service Robots:
With a focus on the Guide Robot Cases
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Abstract The use of service robots, particularly guide robots, is becoming increasingly prevalent in public
institutions. However, there has been limited research into the interactions between users and guide robots. To
explore the customer experience with the guidance robot, we selected 'QI', which has been meeting customers
for the longest time, and collected all reviews since the service was launched in public institutions. By using
text mining techniques, we identified the main keywords and user experience factors and examined factors that
hinder user experience. As a result, the guide robot's functionality, appearance, interaction methods, and role as
a cultural commentator and helper were key factors that influenced the user experience. After identifying
hindrance factors, we suggested solutions such as improved interaction design, multimodal interface service
design, and content development. This study contributes to the understanding of user experience with guide
robots and provides practical suggestions for improvement.
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Figure 1. Guide Robot in National Culture and Arts
Institutions : Q2]
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