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Abstract As digital transformation accelerates, the proportion of non-face-to-face services in financial services is
also increasing. Recently, user experience has emerged to secure competitiveness in mobile services, and analysis
techniques to improve user experience have emerged. User review data, one of the data used for quantitative
evaluation, contains a lot of unnecessary information, which is time-consuming to derive improvement directions.
Therefore, this study aims to develop a UX analysis system based on the hierarchy of UX needs by using a
cosine similarity algorithm and analyze user review data of Kookmin Bank, Woori Bank, Kakao Bank, and Toss
for verification. This study proved that the developed UX analysis system is a system that can effectively
analyze UX through the analysis of user review data. The system of this study is expected to be easily used to
identify improvement plans for the hierarchy of UX needs in an agile organization that needs to quickly reflect
customer feedback.
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Table 1. Concepts of UX Hierarchy by literature

Author Year Concept
William 2003 Functionality, Reliability, Usability,
Lidwell Proficiency, Creativity
Aaron 2011 Functional, Reliable, Usable,
Walter Pleasurable
Stephen 2011 Functional, Reliable, Usable,
Anderson Convenient, Pleasurable, Meaningful
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