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Topic Modeling and Sentiment Analysis for Digital Asset Exchange:

A Case Study of Digital Asset Exchange Facebook page in Thailand

Woraupsorn Bubpha' and Ekarat Rattagan?®

Abstract

This research aims to understand the behavior and needs of digital asset exchange users on social
media. A case study of digital asset exchange Facebook page in Thailand by using conversation (comments)
on the Facebook page of Bitkub Online Company Limited (Bitkub), Satang Corporation Company Limited
(Satang Pro), Zipmex Company Limited (Zipmex), and Upbit Exchange (Thailand) Company Limited (Upbit)
from January 1, 2021 - April 30, 2021. The secondary data support by ZOCIAL EYE tool from Wisesight
(Thailand) Company Limited. The researcher is interested in 6 aspects that are the investor problems are 1)
Security, 2) Trading Fees, 3) Company, 4) Customer Service, 5) System and Application, and 6) Registration
and KYC using Universal Sentence Encoder (USE) model to find Topic Modeling to classify the problem from
the user messages. In part of Sentiment Analysis, the assessment model for comparison is 1) Support Vector
Machine (SVM), 2) Naive Bayes, 3) Logistic Regression, and 4) Random Forest. The result for the overall
model showed Random Forest f1-score was the best performance with 72% from the company aspect and
the result for the negative model showed Logistic Regression f1-score was the best performance with 72% in
terms of the company as well. Finally, the digital asset exchange should focus on the development and

improvement of systems and applications as the priority to create satisfaction to customers.
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