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Software Product Forums
• One of the more 

popular platforms for 
software-based user 
feedback

• Designed by 
developers

• More focused on 
discussion on specific 
software



Sub-forums

● Post Filtering

● Similar to high level 
classification labels found in 
other works

● Categories varies based on 
forums

● User chooses where to submit



So, what's the 
catch?

• Useful feature for feedback 
classification

• Unmoderated user submission

• No study done on the accuracy 
of submissions



VLC Media Player forum
01 02

Spotify Help Forum
• Troubleshooting

• Feature Request

Data Collection

• Windows Troubleshooting

• Ideas(Feature Requests)

• Accounts

• Subscriptions

• Premium Family

• Premium Student



Manual Content Analysis
• 800 post titles from VLC and 

Spotify

• Two experts individually 
labelled these titles

• Labels are from sub-forum 
categories

• 43 ambiguous or spam titles 
were removed from the 
dataset

Data set Initial 
Agreement

Reconciled 
Agreement

Cohen’s 
Kappa

VLC 70.9% 92.5% 84.8%

Spotify 84.0% 97.0% 96.4%



Manual Label vs User Categorisation



Takeaways

Sub-forum categories are not always reliable
● We shouldn’t use sub-forum categories as a feature for 

classification task at this stage
● More than 20% of all posts are submitted into the wrong 

sub-forum

Forum designs can be improved 
● Sub-forum topics should be distinct and well described
● Using automation methods to assist user during post 

submission



Future Work
• Explore specific reasons that leads to incorrect user submissions

• Examine whether or not incorrect submissions has an effect on the rate 
which issues/features are addressed by developers

• Post title + body for more context of each post

• Effect of incorrect submissions on classification tasks
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