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Abstract This study examines critical issues and topics related to services using YouTube
videos and research publications. We analyzed 2,853 YouTube videos and 19,973 research papers
related to services, released during the 2013-June, 2023 period, using text mining and network
analysis. In addition, the collected data was divided into pre- and post-COVID-19 pandemic
periods to explore how key issues and topics regarding services have changed. These papers
were sequentially analyzed through text mining and network construction and procedures. The
results indicate that the central themes of YouTube videos were IT, data, and solution, while
academic research focused on service quality, quality, and customer satisfaction. Regarding ego
network analysis, the key issues in YouTube video contents revolved primarily around words
related to the service industry. Although it was found that they generally lacked specific
industry fields, academic papers explored diverse issues in various service fields. The results of
this study can be utilized to understand changes in customer concerns in the service industry
from practical and academic perspectives.
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Table 1 Analysis Process
Process
YouTube(2013.01. ~ 2023.06) Article(2013.01. ~ 2023.06)
Data Select searching keyword Select searching keyword
Collection Collect YouTube channel and video Collect journal and paper
Text Extract text from YouTube video Extract text from article abstract
Minin Refine and Standardize text Refine and Standardize text
g Extract main text using TF-IDF Extract main text using TF-IDF
Network Transform two-mode(video - text) to one-mode | Transform two-mode(article - text) to
ructi (text - text) network one-mode(text - text) network
construction
Construct text network Construct text network
Network Analyze degree centrality Analyze degree centrality
analvsis Analyze topic modeling Analyze topic modeling
Y Analyze degree centrality by years Analyze degree centrality by years
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Fig. 1 No. of Collected YouTube Video and Published Article

= <Table 2> 9} ZE]_—T;]'. ‘?jxi
ol A4 FAAe] =L wo]= ‘Information

technology(IT)’, ‘data’, ‘solution’, ‘mobile’,
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A2 vgoR §RR AHx By

& olfe= ZA (D) "UAEs}, (2) HdH A

=g
H 22 38 & Utk

WhHo AR~ Eofe] SHEA A =S
Ao AH| 2 Fofo] tigk F8 olfpE AuKE
W, ‘service quality’, ‘quality’, ‘customer
satisfaction’, ‘right’, ‘experience’, ‘satisfaction’,
‘management’, ‘service innovation’, ‘practice’,

‘innovation’ ¢ 0.2 EA It} AMu]a Fof o

Tol g F2 olfr: A (1) ARz F4,
(2) BAE (3) AH|2 Falow FEEAT
Aulz Rol A AFere] 9rE YEYA
A8 Ay v (<Table 2>, <Fig. 2> #%),

‘service quality’$} ‘quality’o] i3k wol7p =&
A4 FAAS 7 e S B 7 Ut
‘service quality’ ©ol e} 2
A B ‘service
quality’~= AB]Z2~ ] theFgh Fofel A A5 A

AN A5 B9,
‘service quality’e} A3 AZE Ay Fofz

= ‘hotel’, ‘hotel industry’, ‘bank’, ‘internet
banking’, ‘tourism’,  ‘hospital’, ‘logistics’,
‘retailer’, ‘airline’, ‘airline industry’, ‘school’,
‘gsovernment’, ‘restaurant’, ‘casino’ 5oz uE}
Wl olA ¥ ‘service quality’ 9= A W
thFst Fokoll A ZuiA AdFHI dueE HE
sk 4 AU h

Table 2 Degree Centrality of Text Network(2013.01. ~ 2023.06.)

YouTube Published Article
Main Text Degree Centrality Main Text Degree Centrality
1 | information technology(IT) 0.0705 service quality 0.0659
2 data 0.0605 quality 0.0488
3 solution 0.0505 customer satisfaction 0.0338
4 mobile 0.0404 right 0.0331
5 product 0.0303 experience 0.0291
6 application 0.0202 satisfaction 0.0287
7 digital 0.0201 management 0.0277
8 health 0.0190 service innovation 0.0276
9 financial service 0.0105 practice 0.0155
10 food 0.0101 innovation 0.0151
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Fig. 2 Text Network (YouTube Video and Article)
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o5 AfHeR dd® Ao FAHA
ol AMulz g Estd tigh =2 Al wet
ITe dAES &85 AH|=7F i &
S 9t giEHQ o & IT, ‘solution’,
‘digital @o17} X3H T34 AHS> “What
is XaaS (anything as a service)? Cloud
Services Toronto - 365 IT solutionS”o]th
(https://www.youtube.com/watch?v=5r8cCtffuC
8). ° TFHE FHE AMHE=E Afste
%C’é*ololﬂr. olgl g 39 FFdol wol A
H oolf= dAEs; AAZE Au 2 Aol A A
A9 2 aAY Y= F5S 9gk F8 o4

< dfol”] wielt

Q
%

software’,

I3 ‘mobile’, ‘product,, ‘health’, ‘food’ ¢} #
S dd FAAol =& To]EY o YEYA
225 35S u, ‘mobile’, ‘product’, ‘health’,
‘food” wolet AHH dZAHE Yo]= ‘game),

‘banking’, ‘finance service’, ‘delivery’, ‘mobile
application’, ‘mobile app’ &2 YElETH AHRE
A71zo] e et FEAAH s Bupd
AdE o] EtetA TG a2y o] 2
A B]27F COVID-19 #d =S AomA w3
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2utd FEeAHAE "oy wig, ﬁ% 7&’51
o FFH A 1o A
‘health’, ‘mobile’ ©oi7} E3ghe i3
3 5949 AR

] =
-1 TI_‘IT

f‘ o

“Best meal KkIT delivery
Check out the BEST meal KkIT
delivery services!” (https://www.youtube.com/
watch?v=gfNwQQq3L-w)o|t}. ojgldt F3=

services.

a9 w94 dFe A4S B olff= B
Hd s g ol & HAdol UMY wWiEow
E 7 ot &, Eulds F9 Aula {30
vt Al tetal s EES Kol Fa Ut
AMulz #E AT A F8 olgre] dE T
AR oJuE fofstr] AeiA dd FAA ol
=L dolE o R o HEYZ 48 A
Alstaeh 53], ok de] AFd FAAH 4
A AE 2 - ATl A ol R TS
(1) Myl F4, (2) 2 (3) Ar = g2l
dolE FAoR o YEYZ A4S HA)
At} ‘service quality’ ©ol9] o UEYA &
2 A3 ‘service quality’et FFAH o7 AAdH
g T =2 JdEAAES M g & Cloyalty’,
‘perceived value’, ‘trust® X FHA=d, ol
3l golE ‘service quality’ ¥ ATA TEH
A<

o7 tFoAE o= Yeyth =AM
ZAE =9o8d W ‘loyalty, ‘perceived value’,
‘trust 59 wol7} 84 dAFEojof i A
ojt}, 53] 5 w3t A =E ‘service quality’

© g A Z6A AFHT e dES
geld 4 Qi) da YEYI BEHS &8
o] MulA A ‘service quality’o thadk

A

AHQ ol4+E shebahl

g gaA 7

. hote) 2 ‘service quality’ol Tt
Lﬂlf«-r 3 FAEs FUEE A
A}, Mu]2 FEopd ‘service quality’ol wh
‘customer  satisfaction’,
‘service innovation’, ‘trust’, ‘loyalty’¢} #< <
T AH 2 AR AR doH FaEglel 3 F
Aom i AHFAOE AFEHIL 3L °
= UEy

HEH o] ‘customer satisfaction’o] tgh F-A 4 Q1
ol E Fotslr] $8lA ‘customer satisfaction’
9 ‘satisfaction’ Troj ¢} A AAAJo] w2 whol
= AHygt. 2 23 ‘customer satisfaction’
9 ‘satisfaction” Tole} A4 Aol & Wolw
‘loyalty’, ‘trust’,

[>
>
ind
&
)
o, UQ

it Ar o =

ReA
[e)
Al

N

R
.

‘service recovery’, ‘perceived

value’, ‘word of mouth’, ‘commitment’, ‘service
failure’, ‘behavioral intention’, ‘emotion’ &2 =&
A AT S, Anl FoF Byl ATl A
DAL #AAEH AFE 9 olfp(do])7t
TEAoE A dATHIL s HAE & T
AT}

3 ‘service innovation'¥ W HF A F o457

E wobsty] 91314 ‘service innovation’ %
‘innovation'? AFH o2 AAH wholE ot
stk 1 An=

‘ . . s m
service 1nnovation =

‘innovation'?}  Z3tA AAE  w@ol=  ‘new
service development, ‘product innovation’,
‘servitization’, ‘service design’, ‘open innovation’,

‘ . . ’ ¢ .. . 9
resource Integration, customer participation
ol Zloz EAHAY. %, 9k ¢ olfEo|

Aqulz A gl F2 AFH I vk

Table 3 Results of Ego-Network by Main Issues

Main Issues

Main Text Associated with Main Issues

IT, solution, digital

online transaction; website; enterprise software; building; capability

YouTube mobile, product, health, game; banking; finance service; delivery; mobile application;
food mobile app
service quality loyalty; perceived value; trust
customer satisfaction, loyalty; trust; service recovery; perceived value; word of mouth;
Article satisfaction commitment; service failure; behavioral intention; emotion

service innovation,
innovation

new service development; product innovation, servitization; service
design; open innovation; resource integration; customer participation
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413 F dgdd ol HEQZ 24
(2013 ~ 2023: M)
2 AFoAE dE FAAH =& T8 ol
T A

of ha ol vESD BAwY

AL FGRE AR Folok Qe
solx7) WRel gFolA Aol HHe ol

37 98 HEd olfrz Gabol w

o] Mujs ol AR
3|

H 2~ A= AFA Q1 olf+& Thetstr] 96l 7F e A= A= dAH] e ez H
Az Aujze As FAeRE da HEYA 7} T
TS F712 AAA T <Table 4>+ 1
L abE ola dEA A BAAHE 2T A 414 25 mda 242013 7 2023: MA|)
ot} o]& BAA 7 Aulz AgE fFH F B oATE @4 M fREL Aus B9
Qabh Aquls Fob B AT G Fa @ I Auls BE AR Fo olhE sota
A ENEAY FRE s8] A A At 7] AlEjA] HAE U EYAE gdeR A4 F
A #HE dolg FASE YEWARE, AR A4S AAST g Ho A A<l
Ao Al MY FokE Xl &% Q& olfrE WAl fElA AE FAA =2 W
Aoz FAHUA T, AF= woflA e A g SAHSE du HELA FA4S AAEHA
Aoz Myl Fopd FQ o|fE TS o SHAIRE o] e AF FAAH B4
x3geta e Aoz EAHIAT. o T34 YEYA FAL2 A4 =2 dolg EalA
olgh= A7} 7HA AL e SAHSE st Al 54 ol ot FYstAT, sld ol4r
F Eoks AAMEHA G4stE 4 gle dAdS 52 TAE FAE Fetetrlde AT
2 B2 719=E d A KA s & old] & A+ EY R (Topic Modeling)<
oFi= AH]A FEofRE ARF ofpE FAo=E FA frRE AHlA st Auls By <A
ATE 7] WLl thFs AFAR] ol & T A FAE BAEYY. o Aie
Mg Aow moldrt LI FAIAe] H$ 3} <Table 5>¢} 7t}
HE F3 AFEASE AU AlelAE A H L, FRE AHls= 5949 B 2dy 24 4
Table 4 Results of Ego-Network by Industries
Industries Main Text Associated with Industries
Hotel job; waiter; management; vacancy; status; salary, restaurant; receptionist; training;
You housekeeping
Tube Bank card; debit; loan; information; civil services; awareness; account
Hospital visit; transfer; time
Hotel disability; hospitality; competitive advantage, fuzzy ahp; corporate image;
collectivism; servqual;, perceived service quality; knowledge sharing
Bank open banking; globalization; financial service; confidence; interpretive structural
modeling; employee; service process; brand; intention; insurance
expectation; specialization; healthcare quality; information system; technical quality;
Hospital organizational commitment; healthcare management; quality assessment; lean;
Article organization learning
Tourism hospitality; contract; government support; destination loyalty; destination image;
marketing; ai; demand; tourist satisfaction; social media
servicescape; crisis management; frontline employee; experimental design; self
Retailing service; customer experience; relationship marketing; customer experience; e-commerce;
shareholder value
Restaurant time series; human likeness; voice; employee turnover; customer expectation;
service environment; language; service process; customer perception; hotel
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Table 5 Results of Topic Modeling

YouTube
Main Topic Main Text
1 Health care service health; healthcare; civil service; housing; public service
2 Mobile service mobile; banking; game; mobile application; mobile app;
3 Cloud service it; solution; cloud service; cloud security; cyber security
4 Platform service user; human; platform; cooking; food delivery service
5 Entertainment service social; tracking; tourism; entertainment service; entertainment
Article
Main Topic Main Text
1 Service quality service quality; satisfaction; quality; customer satisfaction; dimension
2 Service innovation service innovation; innovation; recovery; knowledge

#}+= (1) healthcare service, (2) mobile service, Ho|X+= COVID-19& TS = COVID-19 A3

(3) cloud service, (4) platform service, (5) g FEsle 7]E AH|A o]gfel] tidk 359
entertainment service® THA 719 FA= A oW WM3lElm QJEAE nHIFL. ol 9
HA ole A EAF FRE AP TP A, B4 717kE 20199 129 %= COVID-19

U [e)
el Fo olgpel M523 WES Hola gt} Al AJFS 7]Fo g 3le] COVID-19 A
=, FFE ARs Tl A o E A (2016.05. ~ 2019.11.)3 $-(2019.12. ~ 2023.06.) =
AlE 3 = YXEs), ‘widi| Au) 22l o gk 43MER R 53] 20169 5¥S U+

y&Eol Afsted oI F o AFAd oA o7 3 olf 2016 19 20 A9)x tpH A
7EA FAE et ok whEe] A~ oAl A MAFAEZHANA 43k AFFEH e o
of At ik By wddy 2 Ais A4y gk Aol AAEHAT] wWFel 20166dS VIELS
BW =ZA (1) service quality, (2) service SRtk ol o]fE COVID-19 /3=
innovation®. = &3 4 Ul o= A A ‘_rLl"ﬁ:% 717be e s 82E YEYAS F
H Au 2= #E AF9 F8 ol A F AstRar, o] mE F8 dolE FE3H7] 4
27, Cm RS ARl A B e AdE A Ad FAE S AAES O}Z]”J
Ho] F£th o] & Ade ‘AR AqH| A TAAY, FRFE 5942 COVID-19 ﬂﬁr %
Aol Ao A olgrol A qk Au] 2~ AT FA E TS W 9 de V9= =EEHA
of YoM ‘AL WU o5 ¥ (1) Xk ol HE A4 IS AsA o
service quality, (2) service innovation®} #-& g 9= NS MAstn, dAEE 3
FATE FAlol Ha dvke= AS FAF F 3l st 5 et =88 VS AAR fFRE A
At Aul 2o gigk Jide]l B SieA &E&H
COVID-19 A3 Fof digh Aulx 555 3¢
42 A EMZI(COVID-19 M3t F) 371 oJEH Y. ol HEy] &AM, Frt=
Content Analys1s—e‘ A A sLA T &, -F’TTErEOﬂ A
%A Aol M= 201358 2023 6€7kA oF COVID-19 A3} o] =8 Au|x o|fp& It

109 670Y Eote] Mulx~ Hofo] thdk Fo ol st7] 984 COVID-19 d 3} $o 7} 03’%
7o FAE (D) 72 3987 (2) Avjx= & A A Al Ao FHFE BIAS FEH51Y
H AFE=RS oz Hu BAFYL. = Content AnalysisE AA3AT. o= 9siA,
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B A3E fFRE SgAo X35
COVID-19 A3 T2 49 70 3

FE39 T AT, 235 dAFH 94
o] A& 7|te] A ) =

7] Wl XI5 AAHH A A
2023 79 19)FH T Az AR
o] Z+3letltt. <Table 6>& COVID-19
A Fo JgH = Al #AH F9d A

B Y S

‘service  quality’, ‘customer  satisfaction’,
‘service innovation'¥} #& Toli AA FAIA
o =& Al fAEAH. s T =Sl

COVID-195 7]Fo=z o9A H3EA=A,
COVID-19 A3 $2 3to] o YEHA &4
S A ‘service quality’o W3k o i U
EQa B4z COVID-19 o]del ‘service

quality’= ‘customer satisfaction’, ‘customer

Fola 19 2 FAE Yz ok loyalty’, ‘loyalty’, ‘perceived value’®} #& 719
<Table 6>& AHHH COVID-19 #e&= < =% w52 dZ2A4Ss A AdMdE 2E,
Au) 2o gigt el 7H dFE e 59 COVID-19 ©]%of&= ‘customer satisfaction’,
Aoz FAHYIY. dd sIdHELS T= ‘customer loyalty’e} &= dAZAJET olyz}
‘AWS’, ‘Azure’s} & 9= ZAE S F ‘COVID-19, ‘higher education’, ‘word of
i Ak 'AWS'& ofmfEo] A FsteE EE mouth’¢} o] wojEo] & A4S 7ML
AFEH ZTPEolw ‘Azure’s wlo]A R AT E Ak FWe g, 2022 = B Zolw
Al Agete 9 E ASFE ZAFSE dol the= tidAde] Hl&o]l EobxAWA COVID-19
B B4 AFEQEHYIoT) 5 td3dt AMuxEs Z1ZbEet HPA vldAd ws (el 7o)
A-sata AthLee et al., 2023). ol A &¥ o7} ‘service quality’$ =&

Hbdo] COVID-19 o f-oll= Rutd, A} AAS JHAA ® Aem B F Qu T3
22 Mul27F 7 4EY e e E B ‘customer satisfaction'S COVID-19 # ¥ T &
At o] COVID-19 o] % Aujzof ot HwglsS w, COVID-19 o)A+ ‘customer
Heriedo] FAAo]ZoA Au]|AAAOZIE loyalty’, ‘loyalty’, ‘perceived value'®} £ thoj
Agtg o] wz} &gkelolA s Aoz A 59| ‘customer satisfaction'®} 7 =& A4
H 2 B olgp7h v SRSt 53], 4] As 7HAA ddEd, COVID-19 o] el
2} le] A gEte BEE(d, d=E) T T ‘e-service  quality’, ‘customer  retention’,
A= Hul(d, AL)E A2 3 AuH] A o4 ‘repurchase intention’, ‘online review' ¢} 72
7F &ask Al T A ok o7} ‘customer satisfaction’¥ ¥ AZA S

ek, Auja AT A COVID-19 d3 $& ZEA L A th o] COVID-19 o] del= 1A
Hlu S o, #4493+ <Table 7> Zt} F WS @St b Aol A, ‘customer loyalty’
=g wkek H& COVID-19 A3t 3¢} Araglo] %2 ‘perceived value'e} 2ol &A1 A2~ 7

Table 6 Main YouTube Video(2016.05. ~ 2019.11. vs. 2019.12. ~ 2023.06.)
Before COVID-19 (2016.05. ~ 2019.11.)
Title of YouTube Topic
1 | “AWS Tutorial For Beginners AWS Full Course — Learn AWS In 10 Hours AWS Training Edureka” Web service

“Azure Full Course - Learn Microsoft Azure in 8 Hours Azure Tutorial For Beginners Edureka” Web service

3 | “Introduction to AWS Services”

Web service

After COVID-19 (2019.12. ~ 2023.06.)

Title of YouTube Topic
1 | “Mobile Service Center Reality — vivo Authorised Service Center #shorts #vivo” Mobile service
“Triggered Insaan Delivery Wala [Totally Reliable Delivery Services]” Fntertainment service
3 | “Microsoft Azure Fundamentals Certification Course (AZ-900)" Web service
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Table 7 Degree Centrality of Text Network(2016.05. ~ 2019.11. vs. 2019.12. ~ 2023.06.)

Published Article
Before COVID-19 (2016.05. ~ 2019.11.) After COVID-19 (2019.12. ~ 2023.06.)
Keyword Degree Centrality Keyword Degree Centrality

1 service quality 0.3049 service quality 0.2792

2 customer satisfaction 0.1947 customer satisfaction 0.1756

3 service innovation 0.1265 covid 19 0.1591

4 loyalty 0.0914 artificial intelligence 0.1226

5 trust 0.0865 service innovation 0.1065
o Tl AHAG. AR, COVID-19 Adolehs ME ds|A Fom Aol AA
o] Fol= ekl At FiHow dgdstH T9E delste 3ol gA ¥ B4 755
upet 22kl 7HEE kel A 9 ‘e-service quality’, I Qo 53] gAY dske g3 FHE &
‘online review'¢} #&-2 o7t ARSI H] Zpo| Al v 7k7k7] woll A Hj 2 4k ol A €]
ato] =2 AAA4E 7HAA HATHOh and Yi, Ogxd @Aste D47 g ). o]y e Ao
2023). H3F ‘customer retention’, ‘repurchase A Al T Fofo A SR AR Ao =w A
intention’> HEA o2 AH]Z~ A & ol HE F5(Ee 7195)8 FolA a4
s ATE s, COVID-19 ol F A= A A WYPew uAEY MU AE ATfor ¥
H] 2~ 3L o A ‘customer retention’, ‘repurchase =
intention’ ¥} #-2 olgpEo] LA e st ole]l gt WHA 2 A= AH] A Loket
thA] &be] AFE I} ‘service innovation' & Hek FRE 349 Anjs o - AT
COVID-19 d# %2 Hluwgds =, COVID-19 T2 &8sty 2013 1¥€H-E 202371+ 69
o] o= ‘new service development’, ‘servitization’, 7HA] ok 10 671 e AH] o 8
‘corporate reputation’, ‘design thinking’, ‘service olgrel TES EAFNY. ol YA, d2E
ecosystem’, ‘open innovation' ¥ #2 @ojEo] 2 vlol & &3] AMH|A~ o A FRHE T
A4S 7HA A Ao, COVID-19 o] %ol = B ZRI=S A A Fof #d AFEE 25
‘product innovation’, ‘customer participation’, oA F A=

‘dynamic capability’, ‘technology’¢} Z& 719 s TAsgY. 149 o& =
=53 dAZxo] S8tk 53], COVID-19 H 5 A2 FAE EA F oda MEYA #4& F
of tigk o]+ E vlwgdS w, COVID-19 o]+ A Fo olfpE Fotsta, EY wdy A
T ‘artificial intelligence(AD)’7} F8 o2 & = A&stel F8 FAGIYEE)E Hets it
sttt Ar'shk ©hojo] o1 Y ELA #A S 2 AFdA AAS Fo BAATRE e
o} ‘service robot’, ‘customer service’, ‘service 2o AA, 20133 1€958 20239 6€ 714 oF
strategy’ & ©@olEo] ¥& AdAAS AT o] 10d 671€ 7 A RFE sddNA F8 Aul~
= COVID-19 o] %ol A7} Au]2 Roko A & olgr= YXEstet HtH A A= BAEQIT
w3 AFE I grka B 4 9l (<Tables 2-3>, <Fig. 2> #i1). £3], gA<
3lol d-EHA AWS' S ‘Azure’st 22 25
= AE| 2o digk o]t ol HAed, ol
5 &2 & AREFAN7|=] HAZe wep = AFHE
ZAFEd A AFA Ao e AS o
A" d3to] olAE 7]Eo] Ha i, T Btk o] 22 FEe= A2 #AlS 3

T 5] JdSe] &4 dolEH B4 A=
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AYU, 7I1ASE 5 HE 7 A Ho 4
o] Mu 2 gt Y=o glo] FYA &&=
Aoty &R wiE, T8, AY 3 2ol

[e)

COVID-19 #d= 717k oj<gd Hitid AH|
27 dAMA F8 olfrE EAEAGY. o] &
2 Ay BEY 24
tH(<Table 5> F1). ‘cloud service’, ‘mobile
service’9} o] Au]2e] tix"&s} ‘platform
service’, ‘mobile  service’, ‘entertainment
service’?} o] BTl AH| e} e o]fp7f
°F 10 &<t F8 ol YEha gtk

Tk Al AFAAE AHs FE AR
=, Aulz g0 ¢F 10d F<H2013.01. T
2023.06.)¢ F8 ol5tE EAHAY. o] dF=
ZIgko g2 oa YELA BAS Alds A
HAEAXA AMu]2 Jld(e.g. customer loyalty)¥}
F2 A 92" Aow EXNFYTH<Table
3-4> Fa1). ol 20139 H-E 20239 6¥€71A
oF 10 ¢ COVID-19 = & AA Fl
v o]l JYAARE Au] A A Fokol A=
71E s AFEHAY AP A AEE TS
2 A&EHoz AFHJTa & 4 9tk o] #
S ZAae EY m2dy ZAne {fAbed
(<Table 5> 1), oF 10d7+e] Anj2 Ao
Al A FAR e
‘service innovation'Z} & J|YE=EE HFHL
2 F83H tFoRd Aula FARIY, ol
gt 79 EE ASHoRE dAFE drkes ol
}.

E74), COVID-19 #(2016.05. ~ 2019.11.)3 F
(2019.12. ~ 2023.06)% TE3tYd FFE 9N
o] F8 olfre 7Y FA "AE An| oA
AMzE iRl FAle) AEjaE ®gdn
(<Tables 6-7> i), &, COVID-19 o]z
‘AWS'e} ‘Azure’$} & o= Au] 2o o
3 ol9r FAolAAY, COVID-19 o] %= B
vd A, dHERJIHWE T3 o] AH|A
AAA)ES fgh A st An] 22 Wstshe]
o= COVID-19 #slggo= <Qlgt Higi|d &&
o=z Qg AN AdFo] Ayl Fiy wet
o] FAFeH(Jung and Park, 2021).

gl AH| 2 At Rofel A= COVID-19

service quality’,

A 5 Auds W, dE8Ad Auz= A
S AR A7 HAvE He fAEd
(e.g. service quality, customer satisfaction,
service innovation). L4, COVID-19 o]
i+ C‘artificial intelligence’ ©]4F7F F8 AH| 2
AT olFrR FFBIATE AH] 2~ okl A AlE
@<=3] 7]%o] oy} ‘service strategy' 9}
olfrel A F5 mANEEHS IAgstr] 9 A
gfo e olojxa gt} webA] A -G A O
2 FYs AUt EEHAE Fdh v E F
FAolA FEE Vs dH Ao AH[ A~
i

e

i

27 RA JEREA R, ok B

Fol 7kl mfro] 544 At gie& ddeR
shA &3 glol g V=T REHA g
Aow Frrdvh. ey Afuls Zof ¢y 9
EdTE AATE Ve =H9 ANE
Fa AT Ee ARl wAe] Ziwbol HTh
Hy gg3 7197t e R mEEo] T
A= B ddde] = dehd Ao grhd
o}

L3 SHEA - ) 719 s §
o YEUA e de F94e ANz A
o yzu d Ao sgd wp dAztew
delelES & 5 X% A A AL
Ao ofwl o7t SA(RAF E =o)d o
&l Ao r sk w@olt By AN
A-sheA] walel AL wAshs Ao @7t
Aoy, adeg ARH-ges Azs FolY]
AT wEETe A5 AHE Geder A
S8faL ofol i FF EES Algste] A
A A= 5 e CIFUIAR)E Agtas A
of B w2 kel & Zlojrh TEar o] HJ
AlRFE wgeto]l Aol dviy m&AoR G
a9, AEEHA ddTE O olfE
delar, AF(HF)-3HE ke AAE oj9A =
d A7ME =este] ARe HalRdoe] At
sojop & Ao

AT v e R AFA AAR
& 7P vk s Sl A, & A
o AEls Faak B Auls dgelA 8
THE T8 oot vFE AR o5 Fo
A A AR A AR 3RS 246
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