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Research on the Users’ Inquiries on the Easy Payment
Services using Text Mining Method

Myoung Suk Kim+, Jiyeon Kim'"

ABSTRACT

Though easy payment service is the most well accepted one among various fin—tech services, the
users still face difficulties and feel embarrassed when they use it. Over the past few years, many stud-
ies have been done on the users’ experiences of easy payment service but there are little studies directly
exploring the users’ inquiries on the web. In this paper, we analyzed users’ questions on Kakao Pay,
Naver Pay, and Samsung Pay in Naver Jisik-iN, the biggest inquiry service in Korea from 2019 to 2020.
We used keyword analysis, association analysis, and sentiment analysis. We found out that each pay-
ment service has distinct inquiries from the users according to its platform which it is based on.
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Table 1. The Number of Users’ Questions on Major Simple Payment Services Collected in Naver Jisik—iN from 2019

to 2020,
Number of Questions per Year .
Type of Easy Payment Total Number of Questions
2019 2020

Kakao Pay 11,813 20,183 31,996
Samsung Pay 10,808 12,525 23,333
Naver Pay 32,797 53,621 86,418

Total Number of Questions 55,418 86,329 141,747
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Fig. 1. The Process of Analyzing Users’ Questions on Simple Payment Systems by Type of Big Data Analysis,
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#01: Import OKT from KoNLPy

#02: file = openRead(“PATH of a file containing all
the collected Jisik-iN inquiries”)

#03: while i to EndOfFile

#04: data += file.ReadLine(i)
#05: EndWhile

#06: okt = OKT()
#07: if AnalysisType == “Keyword” or
“Association”

#08: words = okt.nouns(data)

#09: if AnalysisType == “Sentimental”
#10: words = okt.morphs(data, stem = True)

#11: file.close()

Fig. 2. Pseudocode for Employing the OKT Analyzer to
Keyword Analysis, Association Analysis, and
Sentimental Analysis,
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Table 2, The Result of Korean Keyword Analysis for Users’ Questions on Three Major Simple Payment Services

in 2019.
Rank Kakao Pay Samsung Pay Naver Pay
Keyword Frequency Keyword Frequency Keyword Frequency
1 7t= 7,153 7t= 8,661 ZAA 7,245
2 ZAA 5,296 AH8- 5,053 7t 6,904
3 A =t 5,289 o}o] & 5,011 olHIE 6,254
4 AZ7t= 5,074 A A 3,841 A8 6,136
5 % 3,574 AA 3,761 ZRIE 6,120
6 A& 3,066 4 2,889 Az 5,216
7 = 2,175 nEF7= 2,608 A=Z7t= 4,337
8 23 1,934 e 2,490 FH 3,595
9 A= 1,718 Alg7t= 2,305 7+ 3,504
10 g 1,664 A A7 = 1,951 3 3,317
11 L= 1,635 HE=E 1,602 = 3,017
12 5 1,626 T E 1,475 = 2,955
13 Alg7t= 1,399 el 1,379 e 2,714
14 S 1,358 Ela=) 1,270 5 2,651
15 Yol 1,312 1% 1,140 3E 2,644
16 =4 1,279 74 1,105 Sl 2,525
17 & 1,226 FoiE 1,030 HAa 2,408
18 AT 1,134 °]-& 1,015 = 2,386
19 W 1,115 &= 1,008 o]o] & 2,343
20 il 1,105 i 950 Elasy 2,343
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Table 3, The Result of Korean Keyword Analysis for Users’ Questions on Three Major Simple Payment Services

in 2020,
Rank Kakao Pay Samsung Pay Naver Pay
Keyword Frequency Keyword Frequency Keyword Frequency
1 AA 10,301 7= 10,851 nd 20,375
2 7= 9,400 A+ 6,853 AA 12,986
3 2y 6,939 ZA 5,180 7= 9,404
4 Azt 6,423 ZHE Al 4,584 7+ 9,280
5 A& 4,228 ofo] & 4,305 ZAE 7,929
6 A7 = 3,953 nEF7E 3,767 AH&- 7,363
7 7+ 3,631 F 3,697 =4 6,889
8 g 3,359 Alg7te 3,296 T-vl 6,698
9 e 2,682 = 2,948 F3 6,434
10 Q1ZA 2,660 AFI = 2,143 e 3,979
11 5 2,531 <l 2,039 A=t 5,898
12 A7 2,418 nd 1,846 e 4,199
13 = 2,370 A= 1,799 il 4,102
14 & 2,279 3= 1,605 =94 3,848
15 3 2,130 LE 1,600 AL 3,843
16 Yl o] 2,125 Ela=y 1,584 Alg71= 3,633
17 23 2,016 ol 1,556 A A= 3,631
18 e 1,954 7L 1,502 i 3,437
19 3 1,944 Al 1,424 5 3,417
20 7} & 1,939 o] & 1,377 A& 2 3,345
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(b) 2020,
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Fig. 6. The Result of Korean Sentiment Analysis for Users’ Questions on (a) Kakao Pay, (b) Samsung Pay, and

(c) Naver Pay in 2019 and 2020.
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