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A Study on the Satisfaction of Delivery App Users by Analyzing App
Market Review Data: Focusing on BaeMin, Coupang Eats
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ABSTRACT

Review data, in which delivery app users record their own experiences and thoughts of
using delivery apps in the app market, plays a very important role like a compass in
improving the level of delivery app services. By analyzing review data, it is possible to
find the weaknesses in the delivery app service and improve them, and also find strengths
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and strengthen them further. This study proposes a methodology for analyzing user
satisfaction of delivery apps based on app market review data. The subject of this study
is the review data of BaeMin and Coupang Eats, which are the most actively used delivery
apps in Korea. First, we analyze the main factors in the process of using the delivery app
service, and analyze the review data by dividing them into app usability factors,
delivery-related factors, product-related factors, and marketing-related factors. Then, after
data collection and preprocessing, an undefined dictionary is created to refine the data. Based
on the refined data, we perform logistic regression analysis to identify keywords that
influence positive or negative reviews for each factor. After that, based on the analysis
results and derived content, we analyze and evaluate the usability of the delivery app for
four factors. Finally, we conduct a comparative analysis of the two delivery apps to find
their strengths and weaknesses which in turn lead to differences and improvements. It is
expected that the app market review data analysis conducted in this research will lead to
practical suggestions for improving user satisfaction of delivery apps.
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