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ABSTRACT

In the past decade, instant messaging apps have replaced SMS and multimedia
messaging as the mainstream mobile communication method. Thanks to the
unrestricted communication in terms of time, space, and cost, coupled with the high
communication needs of modern individuals, instant messaging app users have shown
remarkable loyalty. Among them, LINE, originating from Japan, quickly became a
popular communication app within a year of its launch in Taiwan and subsequently
built numerous ecosystems based on its messaging platform, creating a competitive
advantage that is difficult to replicate for other competitors. This study employs a case
study approach to delve into LINE and its business development in Taiwan. It utilizes
ecosystem-related research to analyze the process and key factors of attracting partners
to construct the ecosystem. It also examines how LINE integrates various services to
generate synergistic effects and change the value delivery process. The study also
adopts the perspective of platform economy models to analyze how LINE incorporates
different partners to develop into a platform that satisfies various life needs. Lastly, the
study describes the process of LINE's recent business expansion from a “scenario”
perspective, leveraging the advantages of its ecosystem to develop new businesses.

The development of LINE in this study is divided into three stages: MVE

( Minimum Viable Ecosystem ) establishment period (2011-2015) , the expansion
period (2016-2019) , and the cross-disciplinary integration period (2020-present) .
During the MVE establishment period, LINE evolved from an instant messaging app
by introducing more features to attract and better understand its customers, transitioning
from a product to an ecosystem. The construction of the ecosystem relied on integrating
features such as stickers, games, official accounts, mobile payment services, and
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communication functions to form the MVE. Through the MVE, LINE created evidence
of deliverable value and attracted partners to participate in ecosystem development,
leading to the subsequent growth and robustness of the ecosystem. In the expansion
period, LINE aimed to become a " Smart Portal" to bring users various information and
services needed in their daily lives. LINE achieved this goal by providing technical
support such as In App Web and chatbots, and thanks to these new techniques, LINE
was able to open its platform to businesses and extended developers, and therefore
enabling users to access various life-related functions and information through LINE.
By the end of the expansion period, LINE finally were able to change the value delivery
process of instant messaging apps. The newly established e-commerce and OMO

(Online Merge Offline) ecosystems offered options for "purchasing” and "action"
in the value delivery process, enabling communication between people in different
ways. In the cross-disciplinary integration period, LINE seized the opportunity created
by the pandemic for its e-commerce and financial ecosystems. Leveraging its
advantages as a communication app, LINE utilized the support of various ecosystems
to create "scenarios” for its e-commerce business. As for the finance-ecosystem, it
complemented these scenarios by fulfilling the related financial flow needs, resulting
in continuous growth for the e-commerce and finance-ecosystems.

In recent times, LINE not only faces the challenge of slower growth in existing
markets, but also the need to venture into new fields where resources and manpower
are not yet fully prepared. Additionally, concerns related to the further utilization of
personal data by LINE have arisen. In terms of market growth, this study suggests that
LINE could attempt to replicate its success in Asia by developing its overseas markets
in countries where internet usage habits are not yet established. Regarding the

expansion into new fields, the study proposes observing the readiness of relevant
Vi
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technologies before allocating corresponding resources and considering how to educate
consumers and guide users into new fields using existing resources. Finally, regarding
privacy concerns, the study suggests that LINE should strive to be as transparent as
possible using its existing resources, such as responding to user inquiries regarding
personal data through official accounts, in order to cultivate trust and consolidate the
foundation of the company.

Keywords: LINE, Instant messaging app, Industry analysis, Ecosystem, Platform

strategy, Scenarios
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