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ABSTRACT 
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Gacha games have become more and more popular within the last decade. Genshin Impact, one 
of the most popular gacha games, has millions of players worldwide and has even received mul-
tiple awards. What is it about these games that makes players invest their time and money into 
them? Why do players like gacha games? 
Research into gacha games has mostly been focused on studying their health impact or their 
relationship with gambling addiction. Other research has been focused on trying to understand 
what makes people spend money on gacha games or how gacha games affect people's spending. 
Little research has been done into understanding what is it that makes these games so liked or 
disliked. The existing research on this topic has been quantitative in nature and high-level, trying 
to understand what players like about gacha games, by focusing on general principles of game 
design rather than individual game elements. This thesis attempted to fill this research gap by 
investigating which game elements of free-to-play gacha games players like and dislike. This was 
done by analyzing the user reviews from Metacritic and OpenCritic for the gacha game Gensin 
Impact. The user reviews were analyzed by utilizing qualitative content analysis with an inductive 
approach.  
The analysis found that there were seven categories of game elements that players like and dis-
like: technical aspects, game community, character design, game design, storytelling & 
worldbuilding, art & aesthetics, and monetization. The results showed that the elements that play-
ers like in gacha games are: Low game installation sizes, good player-developer relations, inter-
esting characters, engaging gameplay, engaging storytelling, free-to-play monetization and a 
good-looking art style. The elements that players did not like were: Bad game performance, ig-
noring player feedback, artificial limitations in gameplay, slow story pacing and excessive dia-
logue, unfair and pricy gacha and generic art style. The discussion elaborates more on these 
results and how they relate to previous research on this topic. 
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1. INTRODUCTION 

Games have been around for thousands of years. They have ranged from simple 

games like tic-tac-toe to the complex, like chess, and they quite quickly made the leap 

to the digital format. In the 1970s, one of the earliest and most famous video games, 

Pong, was released. From there, video games have experienced a steady growth in 

popularity, not counting a few downturns over the years, and immense commercial suc-

cess. (Wallach 2020) 

One type of game that has become popular in recent times, are gacha games. These 

games have been steadily rising in popularity with time and are likely to become a bil-

lion-dollar industry within the next ten years (Market Growth Reports 2025). Gacha 

games are not just popular due to the gambling aspect. Rather, they can provide peo-

ple with an emotional payoff, that comes from the acquisition of characters or items 

(Woods 2024). Gacha games are very popular and profitable (Market Growth Reports 

2025), which why it is important to understand what people like in these games and 

what parts of the games they don’t like. 

Current research into gacha games has mostly focused on the health impacts of gacha 

games or into researching the spending of players in gacha games. Not much research 

has been done into understanding which elements of gacha games players like and 

dislike. Meaning, there is a need to understand what makes gacha games liked or dis-

liked by the players themselves. As player opinions can have an impact on the popular-

ity and therefore on the commercial success of gacha games, it is important to investi-

gate and understand player’s opinions on gacha games. 

This will allow current and future developers to produce more enjoyable games, provid-

ing a better player experience. Through qualitative content analysis of user reviews, 

this thesis attempts to understand what gacha game player’s like and dislike about ga-

cha games. Therefore, this thesis attempts to find the answer to the following research 

questions: 

- What elements of free-to-play gacha games do players like? 

- What elements of free-to-play gacha games do players dislike? 
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2. BACKGROUND 

2.1 Gacha Games 

A gacha game refers to any game that incorporates the gacha mechanic into itself 

(Kordyaka et. al. 2025). The origins of the gacha mechanic are rooted in the Japanese 

word Gashapon, referring to coin-operated vending machines that give out capsules 

containing a random item, depending on what is stocked inside the machine (Guidable 

Writers 2019). The word gacha is an onomatopoeia, referring to the “gacha-gacha” 

sound made by the handle people cranked on the machine and the “pon” sound, made 

by the capsule falling out of the machine. While gashapon machines weren’t the first to 

operate on coins, they did popularize the random reward mechanic in Japan (Guidable 

Writers 2019).  

This mechanic later made its way into the world of video games in 2010, through a 

game called Dragon Collection (Grguric 2025). It was a card battler game released on 

the GREE social networking platorm and allowed players to obtain new cards through 

the in-game gacha (Toto 2012). In video games, this mechanic is used to provide play-

ers with random items by spending in-game currency, which may be acquired by 

spending real money or through game play (Kordyaka et. al. 2025). Gacha games pro-

vide people with emotional value, which leads people to play these games (Thio & Pan-

garibuan 2023).  The gacha mechanic itself works by offering players randomized 

items, skins or in-game currencies, which are usually obtained by “drawing” them from 

the gacha by consuming a ticket, after obtaining said ticket through playing the game or 

purchasing them (Zhong 2024). 

The gacha mechanic is often compared to another (in)famous game mechanic, the 

lootbox. While they may both seem similar, the difference is ultimately very minute. 

Both of these mechanics are a form “RRM” or Randomized Reward Mechanism. The 

terms “lootbox” and “gacha” are often used interchangeably and one of the reasons the 

separation between them exists, is that gacha is seen as a more “Japanese” in origin 

and lootboxes as Western. (Sato et. al. 2020)  

Other differences between these, however, are that the gacha is the primary source of 

important items in the game. These can be playable characters or weapons used by 

said characters. The items are often also impactful on the gameplay itself, being usable 

by the player. Comparing this to lootboxes, the items they offer are usually cosmetic in 
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purpose or can be obtained by purchasing them directly. The other key difference is the 

fact that the gacha is usually the primary monetization mechanism in the game, 

whereas lootboxes tend to be used as a complementary feature. (Grguric 2025)  

Gacha games can further be divided into two categories: A fixed-probability gacha 

game, where the probability of the player winning the gacha does not change during 

the process & a varying-probability gacha game, where the probability of the player 

winning may change between each draw from the gacha (Canhui & Zhixuan 2023). 

The latter is known as a “pity system”, and in the case of Genshin Impact, it refers to a 

mechanic where the probability of receiving the featured character or weapon from the 

gacha, is guaranteed to happen after a certain number of draws (Zollner 2021). This 

system exists to ensure that players will ultimately always receive the main reward from 

the gacha.  

2.2 Literature Screening 

This chapter details the results of a literature review to understand the current state of 

research in the topic of gacha games. Many research papers have been published in 

recent years, as gacha games have become more popular. Current literature concern-

ing gacha games has mostly been focused on either the health impacts of gacha 

games or user spending in relation to gacha games, with some research focusing on 

other, unrelated, topics concerning gacha games.   

Most of the research that focused on gacha games, was about investigating how gacha 

games affect user spending or trying to understand what makes people spend money 

on gacha games. A paper by Fukui et. al. (2023) examined the motives that university 

students had for playing gacha games. In another study by Huang & Wu (2025), the re-

searchers explored the impact of players’ superstitions on their spending habits in ga-

cha games. Research has also been done into trying to understand how different pric-

ing strategies and pity systems affect the players’ desire to spend money (Ma et. al. 

2025). 

The second most common field of research in gacha games has been investigating 

their health impact on the players of gacha games. Much of the research has been fo-

cused on trying to understand the addictive properties of gacha games and how they 

affect the players. In an article by Thavamuni et. al. (2025), the researchers talked 

about the addiction mechanism present in gacha games, Genshin Impact in this study, 

utilizing the Game Refinement Theory and Motion in Mind framework. Other research-

ers, such as Ismail et. al. (2022), have investigated how loneliness can affect and 
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cause addiction to gacha games. Not all health-related research has been about addic-

tion, however. An article by Albarmawi et. al. (2025) details a study that was conducted 

in Jordan, where the researchers examined how gacha games can affect sleep quality 

and aggressiveness among university students, showing that there has been research 

into other health impacts gacha games may have. Another study (Hämäläinen et. al. 

2023) examined the stress caused by games, using Genshin Impact as their focus. 

Other, less common, research into gacha games has been about examining the eco-

nomic impact that gacha games have had. Kamamura et. al. (2023) conducted a study 

to investigate the spending habits of young adults and adolescents when it comes to 

gacha games. Research has also been done into understanding the economic benefits 

of the gacha monetization model from the perspective of the game providers (Wu & 

Singh 2023). Some research has focused on trying to analyse the gacha mechanic it-

self and explain how it functions in games. Sato et. al (2020) writes about a taxonomy 

of different monetized Random Reward Mechanisms in games, which includes the ga-

cha mechanic, to classify them. And some research has been done into understanding 

the behavior of gacha game players themselves. An article by Hiramatsu (2019) was 

about a study by researchers to investigate the effect of announcing a gacha game’s 

probabilities for receiving items from the gacha, on gacha game players. 

Some other research that has been done into gacha games, has been about trying to 

understand the spread of random reward mechanisms in games throughout China, the 

EU, Japan and the USA (Sato et. al. 2024). There has also been a study about creating 

a bot to automate the gameplay aspect of a gacha game (Dharmawan & Hanafiah 

2021). 

Based on the results of this literature screening, it is clear that most of the research fo-

cused on gacha games has not investigated the likable and unlikable elements of these 

games. The next chapter will explore in more detail the research that has been written 

on this topic. This is done to better understand what research has been done. 

2.3 Related Work 

There has been little related research done into the topic of trying to understand what 

game elements of gacha games player like and dislike. Two articles have been pub-

lished that are related to this topic; however, they do not fully answer the research 

questions posed in this thesis. The two articles will be explored more in depth, to un-

derstand the current state of research in this topic and to provide background for this 

thesis. 
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The first article by Kesuma & Princes (2024) investigated players' intention to continue 

playing gacha games by employing the Unified Theory of Acceptance and Use of Tech-

nology 2 (UTAUT2) and Structural Video Game Characteristics (SVGC). Kesuma & 

Princes (2024) measured 11 different variables based on the UTAUT2 and SVGC (ex-

amples of measurement items in brackets): Presentation Features (Gacha games have 

interesting sounds and music.), Narrative & Social Features (Gacha games have useful 

communication features, i.e., in-game chatbox or live streaming.), Reward Features 

(Gacha games have a virtual currency that can be utilized to buy in-game items.), Pun-

ishment Features (Gacha games have challenges in the form of endgame content/con-

tent walls at various stages.), Control/Manipulation Features (Gacha games have non-

skippable events and cutscene videos that must be watched.), Perceived Enjoyment 

(Gacha games are interesting.), Effort Expectancy (Gacha gameplay is clear and easy 

to understand.), Hedonic Motivation (Playing gacha games gives me pleasure.), Habit 

(I am used to playing gacha games.), Trust in game developers (I feel that gacha game 

developers will prioritize players’ well-being.) and Continuance gaming intention (I in-

tend to play gacha games in the future.). The study was conducted by having 300 Indo-

nesian participants answer a questionnaire, where they rated the measurement items 

on a scale from 1 (strongly disagree) to 5 (strongly agree). Kesuma & Princes (2024) 

found that presentation features, reward features and control/manipulation features are 

significant factors in driving perceived enjoyment of gacha games. They also found that 

hedonic motivation, habit and trust in game developers significantly affect players' in-

tention to continue playing gacha games. 

While the article by Kesuma & Princes (2024) is close to the topic of this thesis, there 

are two key differences. Firstly, the study by Kesuma & Princes (2024) focuses on find-

ing out which factors drive player enjoyment rather than which game elements players 

like and dislike in gacha games. This means that there is still a research gap into un-

derstanding what game elements players do not like. Secondly, the study utilizes more 

high-level principles of game design to understand gacha games, such as the SVGC. 

This means that there is still potential information to be gained from understanding 

which exact game elements players like and dislike. 

The second article details a study conducted by Kurnianingrum et. al. (2023), where 

they investigated customer perception of Genshin Impact using sentiment analysis. 

Kurnianingrum et. al. (2023) used RapidMiner, a data collection application, to collect 

the data from Twitter. They obtained 10 thousand tweets using the keywords "Genshin 

Impact" and "Genshin". Further filtering of the data led to a final number of 3255. The 
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data was then classified into three categories: positive, neutral & negative. These cate-

gories were sorted into a 20-word order based on the most mentions in the tweets. Ulti-

mately, Kurnianingrum et. al. (2023) found 635 negative, 1850 neutral & 770 positive 

tweets. The researchers also manually analyzed three tweets from each category in 

more detail. Kurnianingrum et. al. (2023) found that in negative tweets, the word "play" 

was the most common, along with words like "lazy", "retire" & "uninstall". The words 

"big" and "run out" were also common, pointing to the large installation size of the 

game. In the neutral category, no specific keywords were contained here, but the word 

"coop" is brought up as signicant by Kurnianingrum et. al. (2023). In the positive cate-

gory the words "play", "interesting", "funny", "gacha", "lore" and "character" are brought 

up to indicate that an interesting game with lore (story) is necessary for a good game, 

according to Kurnianingrum et. al. (2023). 

While the article by Kurnianingrum et. al. (2023) is close to the topic of this thesis; there 

are still a few differences. Firstly, the study conducted by Kurnianingrum et. al. (2023) 

uses sentiment analysis to mine for keywords, allowing for partial understanding of 

which game elements players of Genshin Impact like or don't like. However, this 

doesn't explain why the players like or don't like these features, creating a need for fur-

ther research. Secondly, as is mentioned in the article by Kurnianingrum et. al. (2023), 

sentiment analysis faces challenges when trying to classify ironic or satirical text. 

Which is why manual analysis of player opinions is important, to ensure that the intent 

behind player opinions is less likely to be misunderstood. Thirdly, the data has been 

collected from a social media website, where people are more likely to engage in argu-

ments, rather than a review website, leading to possible bias when it comes to what 

game elements people like and don't like. 

Ultimately, both studies are quantitative in nature, not qualitative. This means that there 

are possible insights that can be gained from a qualitative investigation into gacha 

games. Therefore, it can be said that the research questions of this thesis have not yet 

been answered. This shows the existence of a research gap which this thesis intends 

to fulfil. 
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3. METHODOLOGY 

3.1 Research Method 

The research method chosen for this study was qualitative content analysis, utilizing an 

inductive approach. Content analysis itself is a method of analysing textual data and 

quantifying it (Ho & Limpaecher 2023; Hecker & Kalpokas; Harwood & Garry 2003). It 

has two different methodological approaches: quantitative and qualitative content anal-

ysis (Ho & Limpaecher 2023). While quantitative content analysis focuses on identify-

ing the frequency of words, phrases or themes within the textual data, qualitative con-

tent analysis is used to probe further into the data, to understand the meaning behind 

the data. (Ho & Limpaecher 2023). That is not to say that frequency doesn’t play a role 

in qualitative content analysis. It is instead used to find themes or concepts in the data 

that might require deeper analysis (Ho & Limpaecher 2023). In the case of this thesis, 

code frequency is used to help identify which game elements should be prioritized by 

game developers.   

The process of quantifying textual data happens through the process of coding it, either 

by applying predetermined categories based on existing research or developing these 

categories through immersion in the data (Ho & Limpaecher 2023; Hecker & Kalpokas). 

The latter approach is the inductive approach, where codes are developed by going 

through the data and identifying the themes and concepts that emerge from it (Hecker 

& Kalpokas).  

As the goal of this study is to find out which game elements of gacha games players 

like and dislike, the qualitative content analysis was chosen as the methodology for this 

study since it allows for researchers to understand the data on a deeper level. Since 

qualitative research on this subject does not yet exist, the inductive approach was de-

termined to be more suitable because it allows for an exploratory approach to answer-

ing the research questions (Ho & Limpaecher 2023). The deductive approach was 

ruled out as this is better suited for testing of models and policy evaluations (Lumivero 

2026). Developing the codes through immersion in the data allows for a deeper under-

standing of players’ opinions and experiences with Genshin Impact. 
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3.2 Data 

This study has chosen to focus on the analysis of game reviews, as these can have in-

formation about many aspects of the game, including the players’ experiences with the 

game (Guzsvinecz & Szűcs 2024). As such, game reviews can be used to identify 

which elements of the game the players have liked or disliked (Guzman & Maalej 

2014). Reviews are also easily accessible, allowing for easy acquisition, both for re-

search purposes and game development. 

While other sources of data do exist and qualitative content analysis is well suited to all 

types of qualitative data (Kuckartz & Rädiker 2023, chapter 1.8), the data types best 

suited for this thesis were considered to be interviews, questionnaires and user re-

views. Out of these three, interviews and questionnaires were rejected as being unsuit-

able. Interviews were considered to be too time-consuming for the scope of this thesis 

and would have resulted in a small data sample. Questionnaires on the hand would 

have been better suited for quantitative analysis, since open-ended questionnaires 

would have been very similar to user reviews. Also, both of these methods could have 

contained more bias than user reviews, due to the Hawthorne effect. Therefore, the de-

cision was made to use user reviews as the data source of this study. 

The reviews analysed for this study were chosen from the PC and console platform re-

views, as the gameplay experience is nearly similar on both platforms. The only major 

difference are the controls, with the PC platform having access to both game control-

lers and keyboard & mouse, as game controls. This difference was considered to have 

no or negligible effects on the results on this study, which is why reviews from both 

console and PC platform are included. Metacritic also allowed filtering reviews by plat-

form, while OpenCritic did not specify the individual platform of the review.   

The mobile platform reviews were excluded from this study, as the game controls and 

size of the mobile interface was considered to affect the gameplay experience too 

much to be comparable to the PC and console platforms. The reviews for the mobile 

version of the Genshin Impact are also split between the iOS and Android versions. 

The writer of the study has no access to the Apple Store and cannot use those reviews. 

The Google Play store only allows users to view reviews from their country, making it 

difficult to compile all English reviews. Therefore, the mobile platform reviews were dis-

regarded from this study due to their effect on the results and difficulties with accessing 

them. 

The user reviews were obtained from the Metacritic and OpenCritic websites, as they 

both host reviews for PC and console platforms. In total, 467 reviews were collected 
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from Metacritic and 32 reviews from OpenCritic on dates 13.11.2025 for the pilot and 

26.1.2026 for the rest. The reason why OpenCritic contributed much less reviews was 

due the lack of overall reviews on the website. The reviews were chosen based on their 

length and content. As the writer of this thesis is familiar with the game Genshin Im-

pact, personal judgement was used to select the reviews whose content related to the 

game. Only reviews written in English were chosen, as that is the language of the the-

sis, and to avoid any mistranslations. Any review that possessed only a single word or 

less was discarded as being too uninformative. Reviews longer than one word were 

considered on case-by-case basis and were included if they talked about the game. 

Reviews that didn’t refer to the game were discarded for being off topic. The reviews 

were also sorted by publication date, from newest to oldest and the newest ones were 

collected.  

The reviews were collected by manually copying their text content into a separate Ex-

cel file. Only the text content of the reviews and the numerical rating given in it were 

stored. The rating was collected, since this gave an indication to the content in the re-

view. However, the rating number was not considered a strict definer of whether a 

player liked or disliked a feature of Genshin Impact. They were used only to identify 

which reviews could likely possess negative or positive opinions. No identifying infor-

mation from the reviews was collected, such as usernames, as these were considered 

irrelevant to the study. The reviews were transferred to MAXQDA during the analysis. 

MAXQDA is a qualitative data analysis software, that can be used to code data and is 

available for free to the students Tampere University and was therefore used in this 

study. 

All in all, 499 reviews were collected during the process. One review was discarded as 

it had been mistakenly duplicated. However, since saturation was ultimately reached 

before all the reviews had been analysed, it was not considered necessary to find a re-

placement for the missing review. 

This study has chosen to use the user reviews for the game Genshin Impact, which is 

an action role-playing game, originally released in September 2020 for mobile, PC and 

consoles. Genshin Impact is an action-RPG game, where the player follows the story of 

the “Traveler”, in search of their missing sibling. The core gameplay in Genshin Impact 

consists of fighting enemies and exploring the open world to find puzzles, chests and 

quests. This game was selected for the study due to its popularity allowing for a wide 

number of user reviews to be analysed. While there were no exact numbers available 

for PC or console users, the game has 100 million downloads in the Google Play Store 

alone (COGNOSPHERE PTE. LTD. 2025). Beyond that, over 8 million players have 
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managed to trigger a specific hidden quest in the game, indicating the game’s massive 

popularity (Genshin Impact Official 2025). The writer of this thesis is also familiar with 

the game, allowing for a more in-depth understanding of the content, mechanics and 

features described in the user reviews. 

3.3 The Content Analysis Process 

Before the actual content analysis process took place, a pilot phase with the reviews 

collected on 13.11.2025, was conducted. This was done in order for the writer of this 

thesis to familiarize themself with the content analysis process. The results of this anal-

ysis were included in the full results of this thesis. The pilot phase and the full content 

analysis were both done with the same process that is described in this chapter. 

The first part of the content analysis process started by collecting all qualifying reviews 

from OpenCritic and Metacritic. After the reviews had been collected, the writer of this 

thesis began the process of familiarizing themself with the review data, by reading 

through all the reviews. As the writer of this paper was already familiar with playing the 

game Genshin Impact, it was determined that no additional investigation by playing the 

game was needed to understand it’s mechanics, gameplay or features.  

The second part of the process began by systematically reading through the reviews 

and assigning codes to parts of the text that described how a player felt about a feature 

of the game. As this study utilized an inductive approach, the codes were not prede-

fined. They were instead created as descriptions of the content they were assigned to 

and refined as more textual content was linked to those codes. New codes were cre-

ated when existing ones did not accurately match a player’s opinion of a game ele-

ment. As the coding process progressed further the codes were grouped together into 

similar categories, to assist with organization and classification, with two categories 

eventually developing sub-categories. To ensure the codes would remain accurate, the 

codes in each category were divided into two groups, those that described a positive 

experience and those that described a negative experience. Those parts of the reviews 

that expressed unclear opinions or experiences of the game were dismissed, as these 

were not considered useful regarding this study. 

In the third part of the process, after saturation (328 reviews in total were analysed) 

had been reached in the coding process and no new codes were being generated, the 

initial coding was done. Then, all the codes and their categories were reassessed. In 

order to ensure that all the codes were correctly placed, all codes were checked to en-

sure that they matched the type of data which the code described.  
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As previous research into the topic of this thesis by Kesuma & Princes (2024) and 

Kurninaningrum et. al. (2023) has shown, certain areas of interest were identified. 

Themes such as story, characters, sound, graphics, gameplay, controls and user-de-

veloper relations were considered during the development and re-development of the 

categories that would ultimately make up the results. These areas of interest were not 

considered as strict guidelines and were only used to help with the categorization pro-

cess.   

In the fourth part of the process all the code groups were checked to ensure that they 

only contained codes that were related to each other. The groups were also reor-

ganized and properly defined to clearly express the major game elements that were 

identified through the individual codes. Ultimately, the coding process took place in four 

separate batches. 
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4. RESULTS 

Ultimately, 134 codes were created. Seven categories were formed from these codes, 

representing the major themes found within the data. These seven categories are 

shown in Table 1 and represent the positive and negative opinions that players had to-

wards the game elements of Genshin Impact. 

 The major code categories. 

Major Code Categories Description 

Technical aspects 

Sub-categories: 

Game performance 

This category details the technical aspects of the 

game, such as performance, sound, graphics 

and game controls. 

Game community This category focuses on the social aspects of 

the game and the relationship between users 

and developers. 

Character design This category focuses on the visual appearance 

and writing of the in-game characters. 

Game design 

Sub-categories: Open world de-

sign, world exploration, game-

play, combat 

This category focuses on the game design of 

Genshin Impact, mostly featuring codes related 

to the gameplay. 

Storytelling & Worldbuilding This category features codes related the story-

telling and writing present in the game. 

Monetization This category focuses on the monetization of the 

game, namely the gacha mechanic and free-to-

play nature of the game. 

Art & Aesthetics This category contains codes that focus on the 

art style of the game. 
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Furthermore, as the research questions of this study are to identify which game ele-

ments of free-to-play gacha games player like and which do they dislike, every cate-

gory is further divided into two separate sub-categories: “Positive Experience” and 

“Negative Experience”. These two subcategories serve to divide the codes into two ex-

plicit experiences, allowing better tracking of positive and negative code types. 

In the next section, all the major code categories and their positive and negative sub-

categories will be represented and explored in more detail. In addition, paraphrased 

versions of individual reviews will be shown, distinguishable by an identification number 

in this format: ID-R(Batch number)-(Review score)-(Review number) 

4.1 Technical Aspects 

The first major code category, technical aspects, addresses the technical elements of 

the game, its performance, the graphics and the sound of the game. The negative 

codes in this category were mostly focused on game performance with users being un-

satisfied with the performance of the game.  

The sub-category Game performance had codes where the users complained about 

the performance of the game, being unhappy with how it ran on their devices. The us-

ers levelled complaints at the framerate of the game (R1-0-6), expressed frustrations 

towards stuttering (R2-4-2) and the general lack of performance optimization within the 

game (R4-3-4). However, as these reviews were from the PC version of the game and 

they did not provide their PC specifications, it is impossible to say how much of these 

reviews are caused by actual optimization issues or inadequate PC hardware.  

Player opinions towards the in-game character animations were somewhat mixed, with 

some players considering them to be of poor quality. The players mostly commended 

the animations of the in-game characters, with explicit praise going towards the idle an-

imations (R4-8-12), movement animations (R4-7-10) and the smoothness of the anima-

tions (R1-4-4). 

The player sentiment towards the game controls was mainly negative, with the game 

controls being described as clunky and sluggish and expressing frustration with the 

lack of control options available in the game. The players also disliked the fact that mul-

tiple actions in the game had been bound to the same buttons (R4-4-4). 

Players also complained about the presence of bugs in the game, highlighting missing 

sounds (R4-3-14), broken enemy characters (R4-3-14) and delayed response times for 

player controls (R2-1-1). This was contrasted by reviews where the players wrote about 
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how the game is constantly receiving improvements and bug fixes with updates. The 

players also mentioned that they were impressed with the speed that bugs were being 

fixed (R1-9-1). Also related to this was the sentiment that the players had, that the 

game lacks “quality-of-life” features and that it takes too long for the developers to add 

them to the game. 

The players opinion on the voice acting was mostly positive, with the players praising it 

as great (R0-9-4) and thoughtful (R4-9-1). Although, some players felt that it was not 

very good, specifically calling out the English voice-acting (R1-7-6). The players’ senti-

ment towards the sound effects in the game was positive, describing the sound effects 

as being great (R1-4-6) and well mixed (R4-9-10). The in-game music was very liked 

among the players, being described as beautiful and praised for having a wide variety 

of different tracks for the different sections of the game. The players also liked that 

every region in the in-game world had its own theme (R4-7-2). 

The players thought that the game’s graphics were beautiful. One reviewer described 

them as stunning despite their relative simplicity (R0-9-1). The size of the game was 

not liked among the players, as players had issues with the game’s installation size, ex-

pressing their frustration at the huge chunk of space the game occupies on a storage 

drive (R1-6-3), with the game currently taking over 100 GBs of storage space on PC. 

Finally, players were very happy about the fact that Genshin Impact is available on 

multiple platforms (R3-8-3), allowing them to continue playing the game on other de-

vices as well (R4-8-6). 

4.2 Game Community 

The second major code category is called game community, and it focuses on the com-

munity of the game i.e. it’s players behaviour, both in-game and outside the game. In 

addition, this category focused on the relationship between the players and the game 

developers. The codes in this category were focused on the external game community 

and the user-developer relations. 

To begin with, the players felt that the developers did not listen to their criticism or feed-

back. Some players accused the developers of deleting and removing reviews of the 

game (R0-4-3) but mainly the user complaints in this category were about how the de-

velopers do not listen to the players’ feedback. Other complaints levelled at the devel-

oper’s included frustration with them not implementing changes that players ask for 

(R4-3-2) or not responding to the player feedback (R4-1-11). Other complaints claimed 



15 
 

that the developers only listen to the Chinese players (R1-5-4) or alleged that the de-

velopers only care about making profit over listening to player feedback (R4-1-12). 

Players also felt that they were facing censorship from the developers, with players ex-

pressing frustration towards the game company, because they felt that the game had 

been subjected to censorship. Some players felt that this was due to the Chinese gov-

ernment’s censorship laws (R4-0-1). Related to the fact that players felt the developers 

do not listen to them, some of the players felt that the game company was censoring 

negative reviews (R4-1-7).  

The user support for the game was not well received among the players, as they pre-

sented complaints about the game’s user support being bad (R1-4-4). The players 

claimed that user support refused to explain their decisions or what information players 

needed to give to them and that user support was automated, leading to communica-

tion difficulties (R1-1-4). The players also expressed frustration with the difficulty of un-

linking other accounts from their Genshin Impact account (R-2-2). 

The player’s perception of the wider community surrounding the game was somewhat 

mixed. Players complained about the presence of toxic members in the game commu-

nity (R1-2-5), disliking the presence of so called “shippers” (people who wish to see two 

fictional characters in a romantic relationship) (R1-3-4) and claims that members of the 

Genshin Impact community are sexual predators (R4-5-6). The player perception of the 

game community was mixed, because other review writers felt that the other players 

were usually friendly (R1-4-1). The co-op experience was described as enjoyable and 

lacking toxic players, with some players also expressing they liked the competitiveness 

in the game. 

4.3 Character Design 

The third major category is the character design category. The codes in this category 

were focused on the visual appearance and writing behind the in-game characters. The 

sentiment in this category was mostly mixed, with players having both positive and 

negative experiences of character design.  

Player sentiment towards the in-game characters design was mixed. The characters 

were described as too similar in design and not distinguishable enough. Characters 

were specifically described as being mainly white skinned, with big eyes and similar 

mannerism and outfit styles (R4-6-3). The players also complained about the lack of 

muscular character models (R4-6-1). On the other hand, the players also wrote about 
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how they thought the characters were beautiful (R0-10-8), colourful (R1-4-3) and crea-

tive (R2-5-2). Some players also expressed their attraction to the sexual characteristics 

of the characters. In contrast to this, some of the players had complaints about the sex-

ualized appearances of the characters and the lack of clothing on the characters, espe-

cially on the female characters. Some of these players claimed that the game had 

turned into a “fan service game” (R0-1-6) and disregarded its original purpose of being 

an RPG. 

The player’s opinion of the characters’ writing was also mixed, as they were described 

by the players as being annoying (R1-4-2) and shallow (R-2-7) and that the character 

personalities utilized common tropes too often. Contrary to this the players praised the 

backstories of the characters and those in-game stories that focused on specific char-

acters (R4-9-3). The players also described the characters as likable (R0-8-2), well-

written (R1-10-1) and having well-developed personalities (R-1-15). 

Another complaint brought out by the players was about the company’s practice of tak-

ing inspiration from cultures around the world for the fictional in-game cultures and then 

making most of the characters who are a part of those cultures white-skinned. Players 

also expressed complaints about how the in-game characters who are based on peo-

ple of colour had pale skin instead (R1-6-5).   

Lastly, the players also expressed dislike towards a specific character in the game, 

called Paimon, who serves as the player’s guide in the world of Genshin Impact. The 

character has a very high-pitched voice, which some players described as annoying 

(R4-4-12). Other complaints directed towards this character concerned about her talk-

ing in third person and being unable to stop her from following the player (R4-6-15). 

4.4 Game Design 

The fourth major code category is game design. This major code category contains 

codes that are focused on the gameplay elements of Genshin Impact. The codes in this 

category were mainly concerned with the combat gameplay, time-gating mechanisms 

and the in-game “Artifact” system. This was category contained the highest number of 

codes and was the most prominent category that was identified. 

The codes in this major category contained multiple sub-categories, the first being 

open world design. This sub-category contained codes focused on the open world and 

how it was designed. In this sub-category, players criticised the game’s open world for 

being a shallow copy. They claimed the open world design had copied elements from 

other MMO games (R3-1-3). The players also felt that game world was not truly an 



17 
 

open one. This might be explained by the fact Genshin Impact releases new game ar-

eas periodically, rather than having all of them ready during the game’s release. Some 

players also thought the game world was too empty, with other describing it as repeti-

tive (R3-0-2). Contrary to this, there were players who felt otherwise about the open 

world, praising the open world as being beautiful (R3-7-3) and huge in size (R4-3-3). 

The open world also received compliments for having many diverse biomes and for 

each region of the game world having different and distinct cultures.  

The second negative sub-category was world exploration where players detailed how 

they felt that certain characters were better suited for exploring the world and without 

these characters, the exploration was boring. The players also expressed that they felt 

the world was too empty (R2-2-3). Some players were frustrated due to the game re-

quiring the players to explore the world (R4-8-10), in order to progress in the game. 

This complaint was likely because exploration is required to gather experience points in 

the game and to increase the player’s level, called Adventure Rank in the game. Some 

main quests are restricted by a level requirement, not allowing players to experience 

them unless they increase their level. This caused some players to feel frustrated, 

since they would have rather continued with the main quest. Other complaints in this 

category included the players criticizing the playable characters having slow movement 

speed. This made traveling the world feel too slow for some players. Some players also 

expressed the feeling that the rewards from the open world chests were poor (R4-6-

13), not useful to the player (R4-1-4) and that the only reason to collect them is to in-

crease the player’s Adventure Rank (R4-7-15). This was contrasted by other players 

claiming that exploring the world was fun and that they enjoyed discovering new areas 

in the game (R1-8-6). Some players pointed out that finding puzzles and enemies was 

enjoyable for them (R4-10-5). 

The third subcategory was gameplay, where the players mainly expressed their dislike 

towards the gameplay in Genshin Impact. Many players expressed how they dislike the 

gameplay of the game but did not provide any details as to which parts or elements of 

the gameplay they disliked. One part that the players did highlight, was how they found 

the gameplay options to be lackluster at the beginning of the game (R1-7-3). Another 

part that was specifically pointed out by the players was about the player characters 

having a stamina meter, which is drained when the character runs or climbs in the 

game and how this same meter is shared by all characters when switching the player 

character (R4-4-12). This led to frustrations with the general gameplay, as these play-

ers felt that the stamina should not be shared between the characters. 
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The fourth sub-category was called combat. In this sub-category, the players levelled 

complaints towards the combat system of the game, describing it as unfinished, unfun 

and not contributing to the game experience. A specific complaint at the combat sys-

tem claimed that enemies were able to stun the player character too often (R4-1-4), 

leading to combat feeling unsatisfying. On the other hand, this was contrasted by other 

players who felt that combat system was fun and engaging. They highlighted how it 

was fun to be able to combine elemental effects to perform elemental reactions (R4-9-

3), which allows players to deal increased damage compared to standard attacks. 

Other players felt that the elemental reaction system was boring, describing it as too 

simplistic, as it required players to just apply two elemental status effects on the ene-

mies to deal damage (R4-4-5). The players also described the combat as being well 

balanced, without being too challenging nor too easy. Although, some players did de-

scribe combat as not being challenging and engaging enough, since combat difficulty 

could be trivialized simply by upgrading the level of the player characters (R0-1-3). Crit-

icism for being too simplistic was also laid at the combat loop consisting of repeatedly 

mashing the attack button and sometimes dodging the enemy attacks. The players also 

pointed out that most of the difficult combat related content was only available late in 

the game (R4-5-9). The combat was also described as being too slow (R4-2-15). 

Other complaints directed at the game was related to the monetization model of the 

game. Some players felt that the game is pay-to-win, meaning that players could ac-

quire some form of advantage in exchange for real money, or that progress in the 

game requires players to spend money to grow stronger (R0-1-6). The reason this sen-

timent is presented in this category, instead of the Monetization category, is because 

this is ultimately a game design choice. Locking progress or offering advantages in ex-

change for real money affects the gameplay of a game and therefore belongs in the 

game design category. Complaints were also directed towards the “Constellation” sys-

tem in the game. This is a system in Genshin Impact, that requires to pull the same 

character up to six times, in order to unlock the full potential of said character. Players 

were frustrated at not being able to use characters to their full potential without spend-

ing a lot of money. Players also had complaints about the quest design in the game, 

describing the mission structure in the game as monotonous (R4-6-4). The quests were 

considered to be too similar in design, as players thought most of them required the 

players to kill enemies in specific places or bring items from one place to another (R3-

0-2). 

Besides these, the players also had complaints about the endgame content in Genshin 

Impact, feeling unhappy due to the game lacking significant endgame content. At the 
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time the reviews were written, the only endgame content available was the Spiral 

Abyss, a dungeon with 12 different levels, where players could challenge progressively 

more difficult enemies. This is related to another complaint the players had, as they felt 

the existing endgame content was either too difficult (R0-1-6) or too easy (R1-8-1). 

A major complaint among the players was about the in-game “Artifact” system, where 

players can complete dungeons to gain random pieces of equipment called artifacts. 

These artifacts can then grant the characters power boosts or effects, when equipped. 

The players described this system as too dependent on random chance, making it tedi-

ous get the pieces they wanted (R1-8-6). Furthermore, the artifact system was criti-

cized for having multiple layers of random chance stacked on top of each other, since 

the effects of the artifacts are also randomized (R1-2-1). Criticism was also directed at 

the fact that players have only a limited number of times per day to get artifacts (R4-6-

3). This is related to a time-gating mechanism in the game that many players also com-

plained about. Time-gating, in the context of video games, refers to the act of setting 

artificial time limits on gameplay, to force players to wait a certain amount of time to 

gain access to something in the game. In Genshin Impact, this time-gating consists of a 

resource system where the player has a limited number of a resource called “Resin” 

that they need to spend for certain activities, such as trying to get artifacts. This re-

source recovers slowly, limiting the number of activities the player can spend it on 

every day. The players expressed frustration with the fact that they had to spend Resin 

in order to get artifacts. They were not happy with the fact that Resin would recover so 

slowly, and players would have to wait an entire day before their “Resin” had recovered 

(R1-4-3). Players expressed a desire for the developers to provide an increase to the 

maximum capacity of Resin, so that they could do more time-gated activities. The play-

ers were also not happy with the fact that Resin recovers so slowly, that to use all of it 

every day, the game requires players to enter the game twice a day (R3-3-3). Another 

complaint by the players, related to the Resin system, was that they did not like having 

to log in every day for around 15 minutes so that they can use up their Resin (R4-2-5). 

Players were also upset that the Resin system acted as a paywall (R4-1-10), since 

Resin can be instantly recovered by paying real money. A related sentiment among the 

players was that the game was too grindy and some players expressed their frustration 

towards having to grind for character and weapon improvement materials and artifacts 

(R1-4-1). Players described the game as having an abrupt resource ceiling (R4-5-14), 

where characters and weapons would start requiring immense amounts of resources to 

improve them, requiring a lot of time to accomplish this. 
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This was in turn contrasted by a more minor sentiment among the players, about how 

they like the Resin system. Some players described it as a good way to ensure they 

take breaks from game and don’t exhaust themselves by playing it too much (R1-8-6). 

The Resin system was also liked because it keeps people playing the game (R4-8-4) 

and some players described it as preventing players from immediately acquiring strong 

equipment, ensuring the game remains balanced (R4-7-3). 

The multiplayer/co-op gameplay had mixed reception among the players. Some of the 

players criticised the multiplayer component for lacking the ability to go through the 

story with other players (R0-1-2), being mostly limited to the in-game dungeons (R3-3-

1) and lacking the ability for other players, besides the host player, to properly interact 

with the game world (R3-7-3). Other players felt that the multiplayer component was 

fun, and that it was great that they could play the game with their friends. Some of the 

players also noted that the multiplayer aspect had great potential, despite the current 

limitations (R4-5-2). 

Player opinion towards the in-game events was positive, with the players describing 

them as fun and saying that they kept the game feeling fresh. The players also felt that 

the in-game puzzles were great. The players expressed enjoyment for finding and solv-

ing the in-game puzzles. 

Lastly, the players felt that the inability to skip cutscenes and dialog was frustrating, as 

some players felt upset that they were being forced to watch through all the cutscenes. 

They were also annoyed at having to repeatably press a button on their game control-

ler to progress through dialog (R0-9-2). Players instead wished for the game to have a 

button that allows them to skip cutscenes or character dialogue. 

4.5 Storytelling & Worldbuilding 

The fifth major category is storytelling & worldbuilding, where the codes were focused 

on the story presented in the game and the worldbuilding and lore surrounding it. The 

players generally liked the story in the game. Although, some players had issues with 

the story pacing. 

The player opinion regarding the game’s story was mainly positive, with the players 

praising the game’s story as interesting and rich, specifically highlighting how they liked 

the cutscenes, boss battles and exposition (R4-9-14) in the game. The main criticism 

presented at the story was how the players felt it was very slow-paced. It was also 
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mentioned how the story was further slowed down by the inability to skip dialogue and 

cutscenes (R1-6-3). Other complaints levelled at the story regarded it as unengaging, 

having childish dialogue (R0-1-3) and some players commenting that the story gets 

worse the further along it gets (R2-4-3). A specific complaint by the players was how 

the main story was not focusing on the main character’s goal (R0-1-2). Other com-

plaints were focused on the amount of dialogue the game contains, with players feeling 

that there was way too much dialogue in the game. The players felt that most of the di-

alogue was unnecessary filler meant to stretch out the game (R4-2-1). The players felt 

that the worldbuilding in the game was great and described it as having very few plot 

holes. The players were happy that there was so much lore to uncover in the game 

(R3-10-1).  

4.6 Monetization 

The sixth major code category is monetization, which has codes directed at the gacha 

mechanic and the free-to-play nature of the game. The players mostly held negative 

opinions in this category towards the gacha. The free-to-play nature of the game was 

well received among the players. 

This category had many players express their dislike of the gacha mechanic, with play-

ers feeling that the game did not provide them enough “Primogems” (the premium cur-

rency required to pull from the gacha) for the gacha, citing the game as being generous 

at the start but becoming increasingly time-consuming to acquire Primogems as the 

player progresses in the game (R4-3-11). The players wrote about how they do not like 

that the primary way to acquire characters is through the gacha. They also wrote about 

how they feel that the gacha is unfair, with many players explicitly mentioning that they 

had “lost the 50/50”. This refers to the fact that in Genshin Impact, when a player pulls 

from the gacha and receives the featured character/weapon, which are referred to as 

“5-stars”, there is a 50% chance they instead receive another 5-star item. This requires 

the player to pull from the gacha again, until they receive the featured item, this time 

with a guaranteed chance. The players were calling this system greedy, as it requires a 

lot of money to guarantee a 5-star item. Players also mentioned that they were upset at 

having to pull multiple times for a character to unlock their full potential (R0-1-8), refer-

ring to the Constellation system presented earlier. Players also felt that the gacha sys-

tem acted as a paywall, preventing the players from progressing if they did not spend 

money on it. They expressed the sentiment that the gacha system was not free-to-play 

friendly, requiring players to spend large amounts of money on it and that the system is 

far too expensive. Players also felt that the large number of characters in the game 
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makes it difficult to obtain the one they want through the gacha. Some players also ex-

pressed worry that the gacha mechanic can cause people to become addicted to gam-

bling (R2-7-3) and felt that the gacha mechanic was manipulative, preying on people’s 

weaknesses (R4-4-1). Players also expressed the sentiment that the game only pro-

vides weak characters for free and locks all the powerful characters behind the gacha 

(R4-5-14). 

On the other hand, players were happy that the game can be played for free, without 

having to spend any money. They also liked that most things in the game can be ac-

quired for free (R1-6-4). The players also specified that they like that it is possible to 

acquire enough characters to beat the game, for free (R2-6-2) or just the characters 

that the players may want. They expressed that they were happy that there is no need 

to pay any money unless the player wants to absolutely maximize the power of their 

characters. The players also pointed out that the game provides an enormous amount 

of content for free (R4-6-11). Some players also stated that the gambling aspect of the 

gacha mechanic is fine for adults (R1-8-5) and that it serves as way to slow down the 

rate of acquiring new characters (R1-10-5).  

4.7 Art & Aesthetics 

The seventh major code category is art & aesthetics. The codes in this category ad-

dressed the art style and aesthetics of the game. The players generally liked the art 

style of the game.  

The players main sentiment in this category was positive towards the art style of the 

game, with players describing how they liked the “anime-like” art style of the game, de-

scribing it as beautiful (R4-4-9) and praising it for being colourful (R4-8-2). The players 

also described the game’s environments as beautiful and praised the scenery in the 

game. Although, some players felt that the art style of Genshin Impact was too generic. 
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5. DISCUSSION 

The discussion in this thesis will highlight the most liked and disliked game elements 

that were found. These game elements are presented in Table 2. Correlation with cur-

rently existing research will be explored in this chapter. This chapter will also discuss 

which features the game developers should prioritize less or more in game develop-

ment. 

 The most liked and disliked game elements. 

 

 

Category Most liked game elements Least liked game elements 

Technical 

Aspects 

In-game music, graphics, 

cross-platform 

Game performance, game installa-

tion size 

Game 

Community 

Game community user-developer relations, censor-

ship, user support, game community 

Character 

Design 

Character appearance, char-

acter writing 

Character appearance, character 

writing 

Game Design Combat, world exploration, 

multiplayer, time-gating 

mechanisms, in-game 

events, in-game puzzles 

Combat, pay-to-win aspects, ran-

domized gameplay rewards, time-

gating mechanisms, grinding, open 

world exploration, endgame content, 

multiplayer, unable to skip cutscenes 

or dialogue 

Storytelling & 

Worldbuilding 

Main story, worldbuilding, 

amount of lore 

Story pacing, amount of dialogue 

Monetization Free-to-play Gacha 

Art & 

Aesthetics 

Art style Art style 
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Recommendations for improvements will also be discussed, based on the most liked 

and disliked features. These recommendations are shown at the end of this chapter, in 

table 3. These recommendations are not meant to be taken as strict guidelines or in-

structions, but rather to highlight elements of interest that may prove to be helpful to 

game development professionals. 

The features highlighted in table 2 are based on the frequency of the codes that were 

assigned to them. The most liked elements were based on the most frequent codes, in 

which players described a positive experience of a feature. This was applied in reverse 

for the most disliked features, with them being based on the most frequent codes, in 

which players described a negative experience of a feature.  

Firstly, players seem to consider the functionality of the game important. As evidenced 

by Kurnianingrum et. al. (2023), players are not happy with large installation sizes of 

gacha games.  The results of this thesis also show that players are not happy with 

game installation sizes. This means that developers should pay more attention to en-

suring that game sizes do increase too much. A suggested improvement for this could 

be to make different texture sizes and languages optional. Texture files in games can 

take up a lot of space on data drives. Thus, making high resolution textures optional for 

the players to download can significantly reduce the size of a game installation. Also, 

making different languages an optional download can be used to reduce the size of a 

game installation. The players also don’t enjoy the performance of the game. As previ-

ous research has not shown how players feel about the performance of gacha games, 

there is also a possibility that previous research has failed to notice this. There is also a 

possibility that this element is not considered important by the players. Therefore, there 

is reason to believe that this feature does is not considered very important by players of 

gacha games. Therefore, it can be considered to have a lesser priority in game devel-

opment.  

In contrast to this, previous research by Kesuma & Princes (2024) has shown that con-

trol features are considered important to increase the perceived enjoyment that players 

receive from gacha games but not their desire to continue playing the game. While the 

results of this thesis have shown that there are some players who consider them im-

portant, based on the code frequency related to this feature and research by Kesuma & 

Princes (2024), game controls can be considered to be of a lesser priority in game de-

velopment. Therefore, ensuring that the basic game controls work properly, should be 

suitable to ensure that players like the game. The ability to customize and adjust game 
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controls can be considered as additional functionality and can be incorporated in gacha 

games if the developers deem it necessary. 

The sounds and graphics are also considered to be important by the players, based on 

the results of this thesis. This means that players appreciate good in-game sound, mu-

sic and good-looking graphics in gacha games. This is further supported by Kesuma & 

Princes (2024), who also found that presentation features, which include sound and 

graphics, are important for players’ enjoyment and long-term player retention. How-

ever, previous research does not mention how players perceive cross-platform availa-

bility. This thesis has found that players like the fact that the game is available on multi-

ple platforms and players are able to switch between them easily. As previous research 

has not shown how this feature is received by players of gacha games, its priority in 

game development can’t be determined. Despite this, as players seem to like this fea-

ture, game developers should at least consider providing their game on multiple plat-

forms.  

The players seem to have a mixed opinion regarding the game’s community. Due to 

the relatively small sample size in this study, it not possible to strictly determine 

whether or not the game’s community is seen positively or negatively by the players. In 

addition, Kesuma & Princes (2024) found that the social aspect of gacha games does 

not really affect players’ enjoyment, therefore making this feature a lesser priority in 

game development. There is also the possibility that the mixed reception regarding the 

game community is based on different interpretations of what a game community is. 

When players described the social aspects of Genshin Impact, many of those players 

did not specify whether they meant in-game or out-of-game social interactions. There is 

a possibility that this mixed opinion is caused by players describing interactions be-

tween other in-game players or interactions between other players of the game in ex-

ternal social forums, without specifying which interaction they are talking about.  

The players were found to have a mainly negative view of the game developers. Lack 

of interaction between the game developers, censorship of negative opinions and auto-

mation of user support have not been received well by the players. The research by 

Kesuma & Princes (2024) shows that user-developer relations are very important for 

the players desire to continue playing gacha games. This means that the game devel-

opers should prioritize the relationship between them and the players. According to re-

search, trust has been shown to be important for users’ intention to purchase online 

services (Ha et. al. 2019; Wu et. al. 2011). This means that being able to place their 

trust in the developers is important for the players. The developers should show that 
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they listen to the players’ opinions and ensure that the user support allows for interac-

tion between actual humans. The developers should acknowledge feedback given by 

players to show that they are listening to the players. Ignoring or removing negative 

feedback appears to result in a loss of trust on the players side, meaning that develop-

ers need to acknowledge all feedback given to them, even if it is negative. User support 

should consist of actual human interaction, meaning that any tickets sent to user sup-

port by the players need to be processed by humans, at least in cases where automa-

tion can cause issues.  

The players opinion on character design was mixed. The players liked the design of the 

characters but at the same time they were considered to look too similar and to consist 

of too many tropes. The players also called out the whitewashing of characters. There-

fore, it can be inferred that developers should attempt to create interesting characters, 

that are not too similar in design. Avoiding overt use of tropes should also be consid-

ered as these can make characters feel flat. Whitewashing of characters and cultures 

that are inspired by the real world should be avoided. Both Kesuma & Princes (2024) 

and Kurnianingrum et. al. (2023) support creating interesting characters. The study by 

Kurnianingrum et. al. (2023) shows that the word “Character” shows up in both positive 

and neutral words, indicating that players generally like the characters in gacha game. 

The results of Kesuma & Princes (2024) show that characters affect players enjoyment 

of the game, meaning that players like good character design.  

The players had a mixed opinion on the combat present in the gameplay, with positive 

and negative experiences focusing on different aspects of the combat system. Those 

players that liked the combat, felt that the combat system in the game was interesting 

and liked that the combat was based on creating different elemental reactions. On the 

other hand, those players who didn’t like the combat mostly described the combat 

gameplay as too easy. This means that the core gameplay loop in gacha games, which 

combat is one part of in Genshin Impact, should be interesting enough for players to 

continue playing. Also, according to Kesuma & Princes (2024), punishment features do 

not affect player’s enjoyment of the game as much as expected. This also differs from 

game design theory, in that challenge is expected to increase player’s enjoyment of 

games (Kesuma & Princes (2024). Therefore, it can be inferred that gacha game play-

ers might not care about challenging gameplay, even though some players have voiced 

their dislike towards the lack of challenge for the in-game combat. Open-world explora-

tion also had a mixed perception. As the exploration of the world is one the core game-

play loops of Genshin Impact, this feature should also be engaging enough to interest 

players. However, as both of these features are somewhat unique to Genshin Impact 
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and may not be present in all gacha games, recommendations on their priority cannot 

be given. Therefore, it a general recommendation is to ensure the game possesses an 

engaging core gameplay loop. Related to the exploration aspect, the players seemingly 

enjoyed the in-game puzzles that they can find, further supporting the importance of an 

engaging core gameplay loop.  

The players did not like that the game felt pay-to-win. This indicates that players want 

the game to feel balanced. The presence of pay-to-win game design elements could 

allow unbalanced gameplay, where the game is either too hard without paying money 

or too easy when the players pay for an advantage. Furthermore, as evidenced by the 

discussion on the combat, players may not care for challenging content and they may 

feel that the game would too be difficult without spending money, leading to a less lika-

ble game. Therefore, ensuring that that players cannot pay real money to win in the 

game should be considered by the developers. 

The players also enjoyed the presence of limited-time events in the game. Having peri-

odic new content in the game could allow for increased likability of the game. This is 

further supported by Kurnianingrum et. al. (2023), who found in their analysis that the 

word “Event” was quite common among the positive words. 

Multiplayer is also one of the features that had a mixed perception of it among the play-

ers, who considered multiplayer to be somewhat limited in scope but still having poten-

tial. As multiplayer is a part of the social features of the game and not a part of the core 

gameplay loop, the same conclusion can be made for it as was made regarding the 

game community. The study by Kesuma & Princes (2024) doesn’t consider social fea-

tures as important for increasing players enjoyment in gacha games. Therefore, it can 

be said that in gacha games where the focus is not on multiplayer content, developers 

can place multiplayer features on a lower priority. 

The players opinion on time-gating features was mainly negative. This implies that the 

players do not like being forced to wait for gameplay rewards or being limited in their 

game time. Previous research has not pointed out whether players like or dislike time-

gating mechanisms. As such, it cannot be decided how high of a priority this feature 

should have in gacha games, if at all. A recommendation based on the findings of this 

thesis would be to either not implement this feature or create a much larger time-gate, 

allowing players to play for longer before stopping them. Besides that, as some players 

pointed out, there could also be benefits or other negative sides to this mechanism in 

gacha games, warranting further research. 
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Players disliked the presence of randomized gameplay rewards, which coupled with 

the time-gating mechanism in the game, contributed to the game feeling grindy. 

Kesuma & Princes (2024) claim that the reward features contribute to enjoyment play-

ers feel from the game. Since reward features in their study is a much broader category 

which contains the randomized gameplay rewards feature, it clear that this implementa-

tion of reward features contradicts their results. They also make the claim that the ac-

quisition of the rewards tends to hold more significance than the acquired reward itself. 

The findings in this thesis show otherwise, indicating that not all implementations of re-

ward features are liked by the players. Therefore, it is recommended that developers 

avoid implementing randomized gameplay rewards, to increase the likeability of their 

game. 

Players also didn’t like the endgame content in the game, or rather, the lack of said 

endgame content. This indicates that players feel the game lacks content after they 

have progressed far enough or become strong enough. Previous research does not 

specifically highlight how players feel about endgame content, but based on the discus-

sion about the gameplay aspects, it can be inferred that players want to feel engaged 

even after playing through most of the game. Therefore, it is recommended that game 

developers ensure that gacha games have engaging content for the players when they 

start to reach the end of the game.  

Another feature that players didn’t like was the inability to skip cutscenes or dialogue. 

This shows that some players have the desire ignore the story in the game and seem-

ingly want to focus on the gameplay or gacha features of the game. This contradicts 

the study by Kesuma & Princes (2024), who found that story (part of presentation fea-

tures) is important for players to derive enjoyment from the game. This shows that 

there are those players who do not enjoy story content in gacha games and game de-

velopers should take this into account and allow players the ability to skip story content.   

This is very much related to the players’ opinions on the game’s story and worldbuild-

ing. The players seem to have a very positive image of the game’s story, liking it very 

much. This is further supported by Kesuma & Princes (2024), as mentioned earlier. 

Also, the study by Kurnianingrum et. al. (2023) also supports this, as they had the word 

“Lore” among the positive words they found. Therefore, the story is considered to be of 

a high priority for the game developers. However, as some players considered there to 

be excessive amount of dialogue and slow story pacing, this means that developers 

should avoid these. Either by creating a more well-developed narrative or, as described 

earlier, allowing the players to skip through the parts of the story the player’s do not like 

or want to experience.  



29 
 

The players felt that the free-to-play nature of the game was great. This indicates that 

free-to-play monetization models are well liked among players of gacha games. The 

ability to play through the game without having to spend any money can be a good way 

to gain a lot of players, who may turn into paying players in the future. 

The gacha mechanic itself was very much disliked by the players. The gacha mechanic 

was considered by most of the players to be extremely greedy and unfair. Curiously, 

the study by Kurnianingrum et. al. (2023) shows that the word “Gacha” shows up in the 

list of positive words more than in the list of negative words. As the study by Kur-

nianingrum et. al. (2023) was conducted as a quantitative sentiment analysis; there is 

the possibility that the study method could not differentiate properly between negative 

and positive sentiments. This is also related to the balancing and pay-to-win design 

choices. The nature of the gacha can cause the players to feel that the game is not 

well-balanced as new characters can sometimes be very strong, to incentivize players 

to pull for them. Therefore, the gacha needs to be priced fairly, to allow players to pull 

from it without feeling like it costs too much money.  

Lastly, most players liked the art style of the game, while a minority also described it as 

generic. This indicates that a good, unique art style supports the likability of gacha 

games. This is supported by Kesuma & Princes (2024) as they found that presentation 

features, which include the game’s art style, contribute to the perceived enjoyment of 

the game by players. Therefore, ensuring that the game has a distinct, good-looking art 

style can help ensure that players like the gacha game more. 
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 Potential improvements to gacha games. 

 

Table 3 contains all of the potential improvements to gacha games. These improve-

ments are based on the results of this thesis and the discussion of them. These im-

provements are not meant to be taken as strict guidelines, rather they are meant to be 

seen as areas and features of interest that game developers can focus on more during 

the development. While this thesis focuses on gacha games, these improvements 

could potentially be applied towards other games as well.  

Category Potential improvements 

Technical Aspects Make games cross-platform, optimize game performance, 

reduce installation size 

Game Community Ensure that players have high trust in the developers, re-

spond to user feedback and complaints 

Character Design Do not use character tropes too much, avoid cultural white-

washing, make different character models 

Game Design Create an engaging gameplay loop, create enough end-

game content, have time-limited events, allow players to 

skip through the story, avoid pay-to-win design choices, 

avoid randomized gameplay rewards, minimize the effect of 

time-gating mechanisms 

Storytelling & 

Worldbuilding 

Interesting story, avoid slow pacing, avoid excessive dia-

logue 

Monetization Free-to-play can incentivize new players to join and play the 

game, gacha needs to be priced well 

Art & Aesthetics Art style should be unique and good-looking, avoid making 

the game look generic 
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6. CONCLUSION 

Based on the results of the research in this thesis, the discussion and synthesis of 

those results with pre-existing research that supports the results, it would appear that 

the following game elements of gacha games, if implemented well, can increase the lik-

ability of gacha games. 

1. Small game installation size. 

2. The game developers need to acknowledge player feedback and address any 

player issues. 

3. Interesting and unique game characters. 

4. An engaging core gameplay loop. 

5. An interesting and engaging narrative that also allow players to ignore it if they 

want to. 

6. Gacha pricing that feels fair and provides enough return for the players money. 

7. A distinct and good-looking art style and aesthetic. 

Besides the results, an interesting finding was how players seemed to have both posi-

tive and negative experiences of time-gating in Genshin Impact. While most players 

saw it as a negative feature, there some players who described liking it. Therefore, 

there is potential for future research into the benefits and drawbacks of using time-gat-

ing mechanisms in gacha games and video games in general. 

Furthermore, the limitations of this thesis should be addressed. This thesis possesses 

several limitations, the first one being that user reviews are usually written by people 

who possess a more extreme opinion on the subject of said reviews (Hu et. al. 2006). 

This skews the results of the analysis towards these extremes, highlighting the opin-

ions and experiences of players who either love the game or hate the game. This can 

cause the experiences of those players who have a more neutral opinion of the game 

to be less pronounced. However, as the goal of this thesis was to find out what player 

like and dislike in gacha games, this bias may also be helpful. It can allow for more 

clear indications of what the players like or dislike. 

However, the limitation with user reviews is that they do not necessarily convey de-

tailed information or, at least in the case of the data used in this thesis, they don’t have 

much information. While other methods of data collection might be able to coax more 
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information out of the players, this could lead to more bias in the data. On the other 

hand, more information might be gained from interviews and open-ended question-

naires.  

Another limitation of this thesis is the type of data that was available. The user reviews 

contain no identifiable information and therefore the demographics of the players are 

unknown. However, as the scope of this thesis does not cover player demographics, 

they were not necessary in this investigation.  

Furthermore, there is no data available about how many of the players who wrote the 

user reviews have actually played Genshin Impact, or if they have played it at all. This 

means that there is a possibility that some of the user reviews have been written by 

people who have never played the game, which may induce bias in the data. In future 

work, it should be noted that the data should be gathered from a source that contains 

information on the review writers’ playtime. Besides that, the user reviews were se-

lected from newest to oldest. This means that some of the older reviews may have con-

tained outdated information, which could have influenced the results. Therefore, it is 

recommended that future studies should group reviews in different time periods, based 

on the game version that the reviews were written in.  

In addition, the research in this thesis was conducted by a single person. Because of 

this, the results presented in this thesis are the work of single person’s coding proce-

dure and may be biased. Therefore, it is recommended that future work involve multiple 

individuals in the coding process, to reduce possible bias from individuals. As an addi-

tional note, the author of this thesis has played the game Genshin Impact before the 

writing of this thesis. While this provides the author with intrinsic knowledge of the 

game and its topic, it may present individual bias on the author’s behalf in the coding 

and analysis process. Furthermore, as this thesis followed an inductive approach in the 

coding, future work could attempt to develop a codebook for qualitative content analy-

sis of video game user reviews. 

Another limitation of the thesis is that the results of this study originate from only a sin-

gle game. This makes the results more limited, as they can only be directly applied to 

games which are like Genshin Impact. With consideration, some individual recommen-

dations and findings can be applied to other types of gacha games. However, there is 

potential for applying the results to other, non-gacha games too. Future work should 

consider analysing more gacha games that have different game elements, in order to 

produce results that can be applied more generally to other games. 
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As a final note, this thesis presents several recommendations for game developers on 

how to improve gacha games. This thesis is a qualitative, exploratory case study into 

gacha games, in an attempt to further understand what makes gacha games liked or 

disliked. These recommendations are not meant to act as guidelines for the develop-

ment of gacha games, but rather to nudge developers and potential future researchers 

in the direction of general areas for further investigation. A recommendation for future 

research is to investigate these areas more in depth and make more specific guidelines 

for developing and improving gacha games. 
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