Journal of the Korea Industrial Information Systems Research Vol.27 No.6, Dec. 2022 :115-126
http://dx.doi.org/10.9723/jksiis.2022.27.6.115  ISSN:1229-3741

W o=utd W2 fEHA ]l HI o] A
S E-TEE M (IPA): 73 EHo|2E]
2l i HolHE &8sty ”

ofN

(Importance-Performance Analysis for Korea Mobile Banking
Applications: Using Google Playstore Review Data)

24 g8 H? g o 5
(Sohui Kim, Moogeon Kim, and Min Ho Ryu)

8 9 B oATE Sy wed Wy el del tiE ol g4 @R HolHd @iE vhe]y
NYe A FAE-VEE BALS ARSI AA] $HEAE BEFE AL BHOR
Ao 32 EdolaReldd Ful AFeAETLY, NG, S, suped), A9
(Ared, Baed), Qe LAGeWa, AW, £ witd Wy FLAc A ot
g4 Bl R dolHE BEFUOM, Fo HH £F L 4 40l U FLE} VEE 4L 9
A EY md, MEREA 9 ggRAS Adstac 24 A AFAN S, % AR, 2ol
SE/ARA, AUl aPn WAL ol RG] Bkl WA ofEe A A
8§98 W Lt FaEt AUAOR Be SAE Byeu 1 wEEs gt pFel wAA
za Aol AFd 40w tehgrt

YUFA): FRE-WHE BA, 92E vloly, muldw, fFLA4, 2etel Bf

Abstract The purpose of this study is to try to IPA(Importance-Performance Analysis) by
applying text mining approaches to user review data for korea mobile banking applications, and
to derive priorities for improvement. User review data on mobile banking applications of korea
commercial banks (Kookmin Bank, Shinhan Bank, Woori Bank, Hana Bank), local banks
(Gyeongnam Bank, Busan Bank), and Internet banks (Kakao Bank, K-Bank, Toss) that gained
from Google playstore were used. And LDA topic modeling, frequency analysis, and sentiment
analysis were used to derive key attributes and measure the importance and satisfaction of each
attribute. Result, although 'Authorizing service’, 'Improvement of Function’, 'Login’,
'Speed/Connectivity’, 'System/Update’ and 'Banking Service’ are relatively important attributes
when users use mobile banking applications, their satisfaction is not at the average level,
indicating that improvement is urgent.
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Table 1 Descriptive Analysis of Korea Mobile Banking Application reviews

Type Bank Application Date of First | Date of Last | Number of | Average Average
b bp Review Review Reviews Rating Helpful
KB Kookmi KB #7e3
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Bank Eay = A
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an.
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. T
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Bank 2utduy]
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Table 2 Topic Modeling Results: Mobil Banking Application’s Key Attributes
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HEERT Egow, SR Hor e Table 3 Importance and Performance of Key
Attributes
4.3 IPA Matrix Key Attribute Importance | Performance
Authorizing

Fig. 3& 7} £4° d& F8%9 HFHes L qervice 2.01 -0.35
Zhzh YS9 XFo8 7l zhzbe] Haghs 7l o | Improvement 137 _0.95
F0 2 IPA Matrixs 143 zlolt}. of Function

IPA Matrixo] g S wwhel Wy o S Slpesien 041 1.09
gAY F8 £ F TS SR B 4 Service) 0.55 -0.36
F e FARAYAAIRWOl S £4 [ Additonal s .
< gl AoE Yewt v Faxv H Service ‘ '
SRR 2o fo) nle) wEEE Hiro] 1 X 6 | Log in 1.49 -0.40
A 23l g Aol AFd gl FHEMAY 7 iiiii/cmty 0.96 -1.13
ARl = RIeAN 2, T A R 8 | System/Update 1.22 -0.41
, ‘Er/AAA, A"/ HlEN e W 9 [UX 0.37 -0.45
AAN R 100 Fe FA F 60 HAo 10| Banking 1.85 0.8
&3 e FAHieh g o e A Service
N o . Average 1.07 -0.22
o7 2e ARG EG@EAFER)A = ‘CS

* The shading was applied when the score of

1 ’ ’ ’ A3 o ol E .
(Customer Service)'e} "'UX'7b &8l ow, 77 Importance and Performance was higher than

X]—og O“% (4}\]—%?:]_.)011 —1_1:‘ "“?—‘7]-/% H] —/—\"9’]— ‘i‘j?_]_ HO]— each average
. :
£ :
2 '
£ :
T e e N e :l ---------------------------------------
: @
® )
0.22

F‘erfo(‘llhar:ce

* 10 Authorizing Service, 2: Improvement of Function, 3: Ul(Design), 4: CS(Customer
Service), 5: Additional Service, 6: Log in, 7: Speed/Connectivity, 8 System/Update,
9: UX, 10: Banking Service

Fig. 3 TPA Matrix
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