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Abstract The aim of this study was to analyze research trends of social service quality from 2007 to
2020 based on text mining and topic modeling. Our focus was to provide foundational materials for
social service improvement by discovering the latent meaning of relevant research papers. We collected
97 scholarly articles on social service, social welfare service, and quality from RISS, and implemented
two segments of text mining analysis. Our results showed that the first section included 38 papers and
the second 59, indicating 6.9 articles annually. Word frequency results demonstrated that the common
keywords of both sections were ‘service’, ‘quality’, ‘social service’, ‘satisfaction’, ‘users’, ‘quality
control’, ‘reuse’, ‘policy’, ‘voucher’, etc. TF-IDF suggested that ‘social service’, ‘satisfaction’, ‘users’,
‘customer satisfaction', ‘revisiting’, ‘voucher’, ‘quality’, ‘assisted living facility’, ‘quality control’,
‘community service investment business’, etc., were represented in both categories. Lastly, topic
modeling analysis revealed that the first segment displayed ‘types of care services’, ‘service costs’,
‘reuse’, ‘users based’, and ‘job creation’, whereas the second presented ‘service quality’, ‘public value’,
‘management system of human resources’, ‘service provision system’, and ‘service satisfaction’. Future
directions of social service quality were discussed based on the results.
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(Table 1) Word Frequency (Top 20)

1 section - top keywords 2 section - top keywords
':E keywords n keywords n
1 service 152 service 229
2 quality 124 quality 215
3 social service 87 user 137
4 satisfaction 68 social service 102
5 user 60 satisfaction 81
6 |quality management| 35 quality management 58
7 policy 2 long tertrgecaerlzesrtleyrvice for 54
8 voucher 26 government 33
9 SZ;SS?;Q%” 23 voucher 32
10 evaluation 21 reuse 32
1 trust 21 elderly care facility 32
12 |social welfare center| 20 care service 31
13 provision 20 community 27
14 | elderly care facility | 19 society 27
15 reuse 19 reinforcement 26
16 empathy 16 management 26

communiy social
17 | service investment | 16 provisionr agency 26
program
18 social vx_/eh‘are 16 policy 2%
service
19 expansion 16 social welfare service 25
20 finances 15 pracitioner 24

1 section - word cloud

voucher

quallty
serwce

social service

customer satisfaction Polic¥ syaliation L

satisfaction
user quality management

2 section - word cloud

social service i
satisfaction service
user e reuse

elderly care facility

. quality ..

government quality management
long term care service for the elderly

[Fig. 1] word cloud
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(Table 2> Results of TF-IDF (Top 20)

1 section — TF-IDF 2 section - TF-IDF
EE Keyword Value Keyword Value
long term care
1 social service 72.2403 service for the 101.5369
elderly
2 satisfaction 64.97478 user 88.16638
3 user 49.8209 satisfaction 87.62622
4 TOM 47.6263 social service 87.58349
5 | oustomer 147 o5 quality 83.43185
satisfaction management
6 reuse 43.26808 voucher 78.97919

7 voucher 41.18712 reuse 78.97919
8 quality 41.08828 |elderly care facility| 73.1449
g | socal welfare | 11 08547 | care service | 66.08045
center
10 | elderly care | g gya0p pracitioner 5023439
facility
1 local 3847424 | government | 5857343
government
12 policy 37.36282 accomplishment 52.57289
13 service 34.89532 quality 48.88882
14 | childcare 15 o005 society 47.92371
service
15 | employment | 32.67456 customer 47.38146
satisfaction
16 elderly v_velfare 30 67456 social V\_/elfare 4700782
service service
17 quality 31.18405 | social worker | 4575113
management
community
1g | Sodial sevice | nq o003 feedback 4485291
investment
program
social welfare community social
19 . 29.94883 |service investment| 44.76417
service
program
20 care service | 29.70414 |community service | 44.76417
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(Table 3) Results of Topic Modeling (1 section)

Marginal topic dstibution

10%

[Fig. 2] Intertopic Distance Map (1

Intertopic Distance Map (via multidimensional scaling)

section)

family support system|
provider agenc:

quality managemen
accomplishment eva
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