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Abstract Many studies have been conducted to analyze factors that affect customer satisfaction,
and service quality improvement in the parcel delivery industry. Most of these studies have a
limited number of respondents using methods such as surveys and interviews. Therefore, this study
aims to supplement the shortcomings of previous studies, by searching and analyzing the common
major topics related to the complaints pointed out by consumers and suppliers in the parcel
delivery service with cases of consumer counseling, and articles that reflect the complaints of
workers in the industry. In addition, by analyzing the trend of these topics, we attempted to
discover new topics and suggest implications. In conclusion, topics such as delay/lost/wrong
deliveries as well as the fierce competition in the parcel delivery industry, turned out to be central
aspects. As a result of the topic trend analysis, talks with international couriers have recently
increased, and many conflicts related to apartment parcel delivery have been dealt with. The topics
presented in this study are mainly focused on the contents of previous studies, but we expect that
new and valuable topics can be derived by adding other data and analysis methods, such as internal
counseling and academic literature.
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Table 1. Topic names and top frequency words

Topic Names Top Frequency Words
lost, situation, return, completion,
agent, dealer, afternoon, hour, invoice
delay/lost/ gent, ’ » hiour, Invoice,

ask, address, rep, sales office, delay,
request, responsibility, connection,
internet, amount, afters

wrong delivery

damage, box, packaging, computer,
photo, responsibility, repair, tape, box,

damage indemnity, used, contents, parts, case,
freight, glass, monitor, repairs, body,
C shock
C
D
apology , guard, self, contempt,
. mister, sound, annoyance, apartment,
worker's . .
; us, where, swearing, word, time,
attitude

wrong, there, talk, mood, mother, out,
porch

Korea, agency, India, manufacture,
American, customs, terms, overseas,
carriers, information, less, tail, use,
loss, law, other, baggage, world,
suitcase, standard

international
courier

environment of
parcel delivery
employee

holiday, agency, work, convenience
store, contract, worker, holiday, strike,
emergency, labor, delivery, box,
responsibility

license plate, illegal, business, permit,
distillation, crackdown, private vehicle,
vehicle, private document, lorry,
charge, regulation, alcoholic beverage,
beer, address, rocket, ministry of land,
wine, filing, forgery

deregulation of
parcel delivery
business

CCD(Customer's Complains regarding Delivery)
ACD(Articles dealt with Complains of Delivery)
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Fig. 2. Trend of customer’s complains regarding delivery
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Fig. 3. Trend of articles dealt with complains of delivery
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Table 2. Result of topic network centrality analysis

Centrality Eigen Weight

Topic Vector Pagerank
delay/lost/wrong delivery 1 045
g damage 0855 0.258
D | worker's attitude 0.461 0.153
international courier 0.855 0.14
apartment parcel delivery 0.855 0.308

fierce competition in parcel

A | delivery industry 1 0.308
C ) )
5 vvorklng environment of parcel 0,855 0216
delivery employee
deregulation of parcel delivery 0461 0.168

business

CCD(Customer’'s Complains regarding Delivery)
ACD(Articles dealt with Complains of Delivery)

— " International
‘ Worker's Attitude P Courier

~—/  Delay/lost/

\ '\ Wrong Delivery ,“

Damage ‘

Fig. 4. Topic network(consumer's complains regarding
delivery)

Apartment Parcel
Delivery

/ Fierce Competit\'on\‘_‘
. in Parcel Delivery |
Industry ¢

- -\
Working Environment of
Parcel Delivery

Deregulation of Parcel ‘
Employee

Delivery Business

Fig. 5. Topic network(articles dealt with complains
of delivery)
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L whstere s o 81 HsTe Lok o
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Hog 24 Aol 1e $442 Haskss 744
Q) were mAIEhE Al et 9ok

AR Axd B3 EdE 24 A3 220 4u%
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3, o) B B SR oltE W) W B
25l B8] diEold 7R Hol holpee ¢ 4
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=] W2 sg 7 T avAt &R e
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g3 Al f3o8 TR Wuse 1ol 39
£WBoA Ay FE0 24 F o] T2 Ay
USRS Bl MSHBE A AL o

Botol AEL s P, TojthPe s
= 5B 432 Yol o2 sl Pofsl Ao
2B g B YL A= Wolet. 7
Kol wret vlg, W3 4 A9 Hd PHol hEng
ggpol A A Fehg 2ok st

ohtE ) w5 AT MR AFH oftE WX
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& gl Zhgo] 2sh]ol Folt LN wop 7]
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offtE AetFAbY QT olol 4T 2, AUl =)
29, Tl g A7), ofmhE ©x) g £91 Wat
% 42 So] =oAL AT et ofefat 24
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Jobe gobrhe ol ddFoletn ¥ 4 9k
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ATAnAA) el BRAAC WL AES 5
Utk WA A YA AT e Shdos
RN AT QI A7 ARE ofd YRoE BE
sfof &) BT A= 9k Eg At gol A2
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o Eot By EWE 34 FRE FHo] SR
Uit A ofstE B wis-e uIE AHEA
4.2 AJo4o] QLT ofsh YAk} 7ke] =A9] of 7}

ol BAlolng o R o] WASAY 3
9 A7 FAZ ol 2 5 9% Aol

AT A3} et BB 4% A7olA ofu] thito]

O

[‘ll‘

2

s

A 1 go] 2=

S o|RAY 2 =L HAE 4EE

Y Y ASt RO aPons FAEA
O W A Aot S B 5L FMelo] B4

st o B 7HIE EYE BET
71} 3 IDA 2dS

A}g3H=T]

2 EXrd(structural topic model)[28] 5 1“4'~

9o 83 Aol Ao HZEMH

Lq_'é_

F7isto] =4 99 HYEE £ Bast Uk

(11

REFERENCES

S. B. Seo, J. S. Lee & Y. G. Kim. (2015). Parcel
freight O/D estimation and analysis for
developing improvement strategies of parcel
delivery services in Korea. Sejong : The Korea
Transport Institute.

J. S. Lee, C. S. Lee & S. H. Kim. (2017). A plan to
develop the delivery industry in response to
increased demand for services. Sejong : The
Korea Transport Institute.

J. H. Kim. (2008). A Study on the Effect of Service
Quality Factors to Service Value, Customer
Satisfaction and Customer Behavior in Internet
Shopping Mall. Journal of the Korea Service
Management Society, 9(4), 229-256.
DOI : 10.15706/jksms.2008.9.4.009

C. S. Woon & B. B. Ki. (2003). Measuring Logistics
Quality in Parcel Delivery Service. Journal of the
Korea Safety Management and Science, 5(4),
219-228.

J. G. Song & T. R. Kim. (2012). The Performance
Formation Model of Service Quality Factors for
Courier Service. Journal of Distribution Science,
10(4), 37-45.

DOI : 10.15722/ds.10.4.201204.37

M. H. Kang & C. K. Chung. (2015). An Empirical
Study on the Customer Satisfaction Factors of
Logistic Service Quality: A Comparison of Korea
and China. Korea Logistics Review, 25(4), 1-11.
DOI : 10.17825/klr.2015.25.4.1

J. H. Park & S. H. Lee. (2008). The Effects of
Logistics Service Quality, Relationship Quality
among Customer Loyalty in Courier Company.
Korea Marketing Review, 23(4), 23-50.

J. S. Kim & 1. S. Seon. (2015). A Study on the
Differences of Perception Level of Logistics
Service Quality between the Logistics Service
Provider and the Customer. Korea Logistics



[12]

[15]

[19]

ELDAS S2ct EHH AMH|A AH|XIQE SALRIS| 2Tt AfSt 2M 47
Review, 25(1), 63-79. General Public Understand Science and

DOI : 10.17825/klr.2015.25.1.63

M. K. Seo, J. H. Kwon & Y. J. Choi. (2003). Impact
of Logistics Service Quality on Customer
Satisfaction and Loyalty in Parcel Service. Korea
Logistics Review, 23(5), 239-262.

H. N. Lee, W. H. Na & H. S. Kim. (2011). The
Classification of the Service Quality Elements in
the parcel service Using the Kano Model. Journal
of Korea Service Management Society, 12(5),
315-333.

DOI : 10.15706/jksms.2011.12.5.012

Y. C. Hwang, C. S. Cheon, K. H. Kim & K. H.
Kim. (2013). The Effect to Trust, Satisfaction,
Repurchase intention by Logistic Service Quality
in Online Shopping. Productivity review, 27(1),
479-507.

DOI : 10.15843/kpapr.27.1.201303.479

S. U. Moon, I. W. Jun & S. M. Kim. (2014). A Study
on the Customer Satisfaction of Courier
Company Service in Internet Shopping. Korea
Logistics Review, 24(1), 65-88.

H S. Lee & M. J. Kwak (2014). Use
Characteristics of Door - to - Door Delivery
Service and Consumer Service Satisfaction.
Journal of Consumer Policy Studies, 45(3)
157-182.

DOI : 10.15723/jcps.45.3.201412.157

Y. Chen, J. Yu, S. Yang, & J. Wei. (2018).
Consumer's intention to use self-service parcel
delivery service in online retailing : An empirical
study. Internet research, 28(2). 500-519.
DOI : 10.1108/intr-11-2016-0334

J. G. Song. (2012). Study on the improving plan of
logistics of door to door delivery service :
Focusing on the D company. Masters
dissertation. Myongji University, Seoul.

H. K. Ha & J. U. Min. (2006). Analysis of company
selection factors of small package express
provider. Korean Journal of Logistics, 14(2),
141-157.

M. H. Park. (2016). A Study on the Improvement
of Senior Parcel Delivery Service. Korea Logistics
Review, 26(2), 105-113.

DOI : 10.17825/klr.2016.26.2.105

Anna Shin. (2019). Keyword and topic analysis on
free semester policy using big data. Doctoral
dissertation. Seoul National University, Seoul.

H. D. Choi & J. G. Ahn. (2015). How does the

[}
2

1)
=

Technology Issues?. A Case on the Nuclear
Power Issue Using Topic Modeling Approach.
Journal of Technology Innovation, 23(4),
151-176.

DOI : 10.14386/sime.2015.23.4.152

H. J. Kim, S. W. Kim & S. T. Kim. (2018). Topic
Modeling of Media Reports on Smartphone
Addiction - A Study on the Comparison of
Government Policies between 2010 and 2018.
Korean  Journal of  Broadcasting &
Telecommunications Research, (104), 38-69.

S. S. Lee. (2016). A Study on the Application of
Topic Modeling for the Book Report Text. Korea
Library and Information Science Society, 48(1),
1-18.

DOI : 10.16981/kliss.47.4.201612.1

S. U. Park. (2016). Analysis of Social Media
Contents about Broadcast Media through Topic
Modeling. Journal of Information Technology
Services, 15(2), 81-92.

DOI : 10.9716/kits.2016.15.2.081

D. W. Choi & J. G. Shin. (2008). Generation for
Efficient Management of Business Process
Repository in e-commerce Delivery Exception
Handling. Journal of Intelligence and Information
Systems, 14(4), 147-160.

S. Y. Hong. (2012). Classification of voice of
customer in the door-to-door delivery service
using machine learning techniques. Masters
dissertation. Korea University, Seoul.

D. M. Blei, A. Y. Ng & M. 1. Jordan. (2003). Latent
Dirichlet Allocation. Journal of Machine Learning
Research 3, 993-1002.

Y. D. Kim & K. H. Jeong.(2016). Micro-Segmentation
Strategy for Big Data Analytics Using a Topic
Model. Journal of Korean Official Statistics, 17-34.

Martin  Ponweiser. (2012). Latent dirichlet
allocation in R. Diploma thesis. Institute for
Statistics and Mathematics Thesis.

M. E. Roberts, B. M. Stewart & D. Tingley. (2016).
Navigating the local modes of big data: The case
of topic models. New York Cambridge
University Press.

DOI : 10.1017/CB0O9781316257340.004



48 S™HEEEX H10E H2&

AE #HJin-Gyu Shin) EsE

201049 24 : Joddieta 4k
S IHE D

20079 ~ @A AdtEd
Shtist

201849 ~ &R : AFT

LA

o
El

o
El

- TAEof : TlojEmtol g, HIAE ulo]d, HIER A|AF]
- E-Mail : sjg0311@skku.edu

offt



