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TH®OPMAI[IHHI TA TEJAEKOMYHIKALIIHHI TEXHOJIOTIT

RESEARCH OF AN AUTOMATED SYSTEM FOR ANALYZING
FEEDBACKS OF INTERNET SERVICES USERS
Yarosh 1., sen. lect.,
Cherniak T., assist.,
Donetsk National Technical University, Pokrovsk

It is a time of the Internet and information technologies rapid development.
Services, websites and systems for acting from home appear almost everyday.
Examples of such actions include online purchases, paying for utilities, and buying
tickets. User feedback is an important driver for these services. It enables
development and improvement. Based on user feedbacks, developers introduce
changes, and other users gain experience about service or product. Feedbacks are
everywhere on the Internet. Whether a feedback is given on a movie, a product, or a
seller on e-commerce platform, it helps other users decide if they want to watch this
movie, buy this product, or choose another one, order something from this seller, or
prefer another one. Feedbacks also have a positive effect on the service or website
itself, as they improve its ranking among search engines, expanding page content
with certain criteria and words. Feedback analysis systems are usually developed for
internal use in services and websites to better assess the state of affairs. They are also
used in various browser extensions for e-commerce platforms to rate sellers, so that
the user could understand if particular seller worth contacting him/her, or it is better
to buy the same product from another one.

According to statistics:

— 50 or more feedbacks on a product allow increasing its conversion rate by
4.6% (Reevoo data).

— About 63% of consumers prefer online stores where products are
accompanied with feedbacks (iPerceptions data);

— Users who read feedbacks in an online store and have the opportunity to ask
a question about a product place an order twice as often as those who are “not
curious”, and they spend 11% more money (Bazaarvoice, ConversationIndex data).

— The level of trust in consumer feedbacks is almost 12 times higher than the
level of trust in the product description (eMarketer data).

— Product feedbacks can increase sales by an average of 18% (statistics
collected and analyzed by Reevoo).

Search engines are very sympathetic to sites that are frequently updated,
especially if the update represents unique content publication. User feedbacks are a
great example of the unique content for e-commerce. Owners and managers of such
platforms are not willing to work on product descriptions (or pay for them) and use
those provided by supplier/manufacturer. Pages with identical texts go up in the
search results owing to user feedbacks on a product. Content generated in that form
has a positive effect on positions with low-frequency queries.

The aim of the work lies in creating a system for analyzing feedbacks to study
their impact on making a decision about buying product, or using service, site, and to
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review methods for analyzing feedbacks. Research on how positive and negative
feedbacks impact online services, websites and platforms. Analysis of algorithms for
intelligent automated text information processing. Dividing information into classes
and tone.

The system is divided into two functional parts: a parser and a feedback
analyzer. Achieving high accuracy of results on software operation requires large
amount of data, which should be obtained from various web services.

The parser implements the process of collection information about the product
and the feedbacks about it and storing this information in the database for convenient
subsequent use, allowing to avoid the frequently repeated data parsing process, which
Is long-term and depends on system resources.

After studying the subject area, it was determined that determining feedback
text tone is appropriate for analyzing and classifying feedbacks.

The feedback analyzer uses machine learning techniques to solve issues related
to natural language processing (NLP). One of them is the automatic detection of text
data tone (positive, negative, neutral), i.e. sentiment analysis.

Moreover, the analyzer has a representation function. In other words, it
displays analysis results obtained from the previous step in a user-friendly form,
thereby facilitates decision-making process.

Thus, the software provides for quick analysis of big data, as well as its
classification and representation. The results obtained can be used by a typical user
and owners/managers of internet services websites, e-commerce platforms, and other
websites. The feedback system (parsing) can be extended to function either with
many other web resources or as a separate software product.

Conclusions: Conducted research was focused on the problem of collecting
user feedbacks from Internet resources, its analysis and representation. A method for
solving this problem by creating a feedback collection and intelligent processing
software system has been proposed. The system architecture, consisting of a parser
and a feedback analyzer, has been developed. Using the developed system, a
feedback database was created, and the impact of feedbacks on the user, as well as on
owners and managers of internet service websites, and e-commerce platforms was
studied. A direct connection between the availability and correct presentation of user
feedbacks about a product or service and the increase in website visits and use of
services was found. The research subject is proved to be relevant for further
development and implementation.
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