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Research on Service Enhancement Approach based on Super
App Review Data using Topic Modeling
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{Abstract)

Super app is an application that provides a variety of services in a unified interface
within a single platform. With the acceleration of digital transformation, super apps are
becoming more prevalent. This study aims to suggest service enhancement measures by
analyzing the user review data before and after the transition to a super app. To this
end, user review data from a payment-based super app(Shinhan Play) were collected
and studied via topic modeling. Moreover, a matrix for assessing the importance and
usefulness of topics is introduced, which relies on the eigenvector centrality of the
inter-topic network obtained through topic modeling and the number of review
recommendations. This allowed us to identify and categorize topics with high utility
and impact. Prior to the transition, the factors contributing to user satisfaction included
‘payment service, ‘additional service, and ‘improvement. Following the transition,
user satisfaction was associated with ‘payment service' and ‘integrated UX. Conversely,
dissatisfaction ~ factors before the transition encompassed issues related to
‘signup/installation,” ‘payment error/response,” ‘security authentication, and ‘security
error.  Following the transition, user dissatisfaction arose from concerns regarding
‘update/error response’ and ‘UX/UL’ The research results are expected to be used as
a basis for establishing strategies to strengthen service competitiveness by making
super app services more user-oriented.
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Table 10. Usefulness Score and Weighted Eigenvector
Centrality values per Topic for N egative
Reviews (Period 1)
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Table 12. Usefulness Score and Weighted Eigenvector
Centrality values per Topic for Negative
Reviews (Period 2)
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