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9) https://github.com/UKPLab/sentence-transformers/blob/master/docs/pretrained models.md
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10) Bareun Team. (2023). Bareun Korean Morpheme Analyzer (v2.1.0) [software]. Zenodo.(https://doi.org/10.5281/zenodo.8012407)
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(H 5) Average Sentiment Scores for Topics of
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Abstract

Customer Voices in Telehealth: Constructing
Positioning Maps from App Reviews

Minjae Kim"* - Hong Joo Lee™

The purpose of this study is to evaluate the service attributes and consumer reactions of telemedicine
apps in South Korea and visualize their differentiation by constructing positioning maps. We crawled
23,219 user reviews of 6 major telemedicine apps in Korea from the Google Play store. Topics were
derived by BERTopic modeling, and sentiment scores for each topic were calculated through KoBERT
sentiment analysis. As a result, five service characteristics in the application attribute category and three
in the medical service category were derived. Based on this, a two-dimensional positioning map was
constructed through principal component analysis. This study proposes an objective service evaluation
method based on text mining, which has implications.

In sum, this study combines empirical statistical methods and text mining techniques based on user
review texts of telemedicine apps. It presents a system of service attribute elicitation, sentiment analysis,
and product positioning. This can serve as an effective way to objectively diagnose the service quality and

consumer responses of telemedicine applications.
Key Words : Positioning Map, Sentiment Analysis, Text mining, Customer review, Telehealth
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