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A Comparative Analysis of OTT Service Reviews Before and After

the Onset of the Pandemic Using Text Mining Technique:
Focusing on the Emotion—-Focused Coping and Nostalgia
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Abstract

This study aims to contribute to the understanding of consumer behavior during the COVID-19 by
comparing blog reviews of an over-the-top (OTT) online video service from before and during the
pandemic. We anticipate that the COVID-19 outbreak prompts the use of the OTT service as part of an
emotion—focused coping strategy derived from the loss of personal control and the subsequent avoidance
motivation. We also posit that a strong yearning for life before COVID-19 will increase interest in the
content that fulfills a need for nostalgia. Our analysis of Netflix reviews provides empirical evidence of the
effects of an emotion-focused coping strategy and nostalgia on OTT service usage. First, the titles of the
reviews posted during COVID-19 indicate that consumers were less likely to mention OTT services other
than Netflix, more interested in domestic content, and used OTT services as an avoidance—denial strategy.
Second, the blog content demonstrates that while pre—COVID reviews tend to focus on the practical
benefits of OTT services, those posted during the pandemic focus on mood, emotions, and dialogue. In
addition, interest in comedy and romance genres increased during COVID-19. Third, we identified a greater
preference for realistic or everyday content that depicted the pre—pandemic era. This is the first empirical
study to investigate the effects of COVID-19 on video streaming usage in Korea. In addition, this research
contributes to the field of marketing by expanding our understanding of online video service users during
COVID-19 and identifies practical implications for OTT services in the midst of a pandemic.
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