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Abstract 

 
Recently, it is usual for customers to use financial platform 

because of the digital transformation in financial industry, and the 

number of online reviews about the platform is increasing faster 

than ever. This study analyzes the text formed reviews, trying to 

categorize the topics of reviews and discover the topics that 

deteriorate customers’ sentiment. For studies, this research 

selected three major financial industries, which are securities, bank, 

and credit card, chose 5 to 10 major platforms from each sector, 

and collected more than 100,000 reviews from 20 financial 

platforms. With the data, Latent Dirichlet Allocation (LDA) is used 

to categorize the topics of customer reviews, and Long Short Term 

Memory (LSTM) is applied to measure the sentiment of those 

reviews. 

The result of studies discovered that the reviews are well 

explained with 8 topics. The topics of reviews in securities sectors 

were “Watchlist and chart”, “Access error of an App”, 

“Accounts opening and a certificate enrollment”, “Customer 

services”, etc. The topics of reviews in banks were “A certificate 

enrollment and biometric authentication”, “Automated transfer”, 

“Open banking”, etc. Finally, the topics of reviews in credit card 

were “Participation of an event”, “Coupons and discount”, 

“Digital payment”, etc. This research also found the topics which 

worsen or reinforce customers’ sentiment and visualized the 

customers’ sentiment of each topics by individual platform. 

Current research chose text reviews written in Korean 

language which were excluded from previous research. This is quite 

meaningful because current research tried to describe Korean 

financial platform more realistically than previous research. Also, 

this research categorized voice of customers (VOC) about financial 

platforms with the large text reviews data and defined the factors 

that explain customers’ satisfaction by applying sentiment analysis.  

 

Keywords: Big data, online review, voice of customers, sentiment 

analysis, topic modeling, financial market 
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