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This study investigates which types of online reviews are recognized as useful by users in the context of
FinTech mobile applications. To this end, 65,323 user reviews posted on the Google Play Store for major
FinTech services were analyzed. Using Latent Dirichlet Allocation (LDA), we identified 11 core review
topics and classified them into dissatisfaction (push), attractiveness (pull), and inertia (mooring) factors
based on the Push - Pull - Mooring (PPM) framework. Review usefulness was measured using helpful votes,
and a Zero-Inflated Negative Binomial (ZINB) regression model was estimated with review rating,
sentiment polarity, subjectivity, review length, and topic proportions as independent variables. The results
show that subjectivity has a negative main effect on review usefulness: however, its interaction effects with
both review rating and review length are positive. This indicates that longer and more subjective reviews
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that provide detailed accounts of user experiences tend to be evaluated as more useful by other users. In
particular, for topics involving complex service structures and high cognitive costs based descriptions are
more likely to be interpreted as meaningful decision-relevant information, thereby increasing review
usefulness. By contrast, reviews addressing topics such as convenience features, fraud, or financial losses
exhibit a lower likelihood of receiving usefulness evaluations, suggesting that these topics are perceived as
having relatively limited informational value from other users perspectives. Overall, this study provides
empirical evidence that review usefulness in FinTech applications is not determined solely by surface-level
characteristics such as sentiment or review length, but is differentially shaped by the interaction between

topical context and subjective expression.

Keyword: Fintech, Reveiw Helpfulness, Push-Pull-Mooring (PPM) Framework, Topic Modeling, ZINB
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o2 A AY, AlFE, F grE BT, o
= AHla mEEE w9 AES foldte 89l
o 2 283t} (Zengyan et al., 2009).

Y 4= A&-Ae 3 9 97 g oz A
ol5l9it}. ‘simple’, ‘quick’, ‘convenient’, ‘instant’,
‘excellent’, Treliable’ T RHlY g fZTA
olde] alA Aol Lol Al s, o
= 483 £ 299 dFeHFang and Tang,
2017). E¥ b e 7|5 2 Au|A'Z HHsH
t}. ‘convenient’, fast’, bitcoin’, boost’, ‘device,
feature' 59 719 =5 54 7159 843 Ad
A EAE Wi, olget AUy F84L2 A

HYSHATL ®553 23 20261 42

7E40| ojxl= ¥&: PPM 7|8t ZINB 2¥ =4

o
e,

A} gEOZ Folgle £ 89lolth(Hsieh et
al., 2012). tho2 B 62 A&-AF A4 7]
Hke] o] g maA o 7 AT ‘credit, ‘overdraft

‘paycheck’, ‘score’, limit, ‘earn’ & 283} &
o Az AA 715 YERY, ol 2 Adg v &

= &
= st AMEALE 71E AH]2d| B2 Sk
AgPA9l Folg 99lo]t}(Cheng et al., 2019).

EY 7 Gulo|E o] F oF 9 A% Azt = A3}
%It} ‘update, ‘crash’, 'slow, ‘install’, ‘connection’,
‘disable’ 59 7191== 7led A%y A5 A E
Hkgste | AlaE]l £4 EUEE iR FA 89
o2 44t (Zhou, 2021). EY 82 ‘=219 &
A7 A A2 Fofaitt. Togin', ‘password
‘access, ‘code’, ‘verify, ‘attempt’, ‘frustrate’
T 71EAY HZ dAAA AR E sty
o] & HHelA S7AQ oleS filtshe e ¥
Al 29lolt(Lai et al., 2013). EZ 9+ ‘14 A
A 5 2 A 2 Aol = Felssitt. customer
support, ‘issue, decline’, dispute’, Tresolve,
‘scammed’, refund &< A HA Al AL AA
o] BAE YeplH, o] ARl AEE A7t
gk FA 89leltH(Zhou, 2021).

EY 102 983 ZYE o8 AP s st
Atk ‘secure’, ‘experience’, ‘platform’, ‘smooth’,
‘withdraw', ‘accept £9¢ 7]¥YE& Auwka ALg
A3 S48 BolFn, Au|2 wE=E FiA
71 & 89102 A&eH(Kim et al., 2020). v}
Aoz BY 112 A A 3 &4 dd oz 3
o3t} ‘scam’, ‘steal, fraud, unauthorized
Toss’, ‘suspicious T w4 I} HHH 9
S Yelie, A2k 74 A8 (financial risk)
< AskE Fushe 7P AEe A aRlew #

FEH(Wu et al., 2016).
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(% 2) PPM Z&of w2 EZgn ofE 7(|9=
=
72 | 53| =99 JE 719= PPM ¥57 27
A4 =7 g | hold, lock, freeze, verify, Hel fdn H2 Aghe AlE &7 B9
2 ﬁ’o}o_.fxﬂx identity, unlock, release, < 53 Myl ojgE % (Bansal et
== charge, froze, notification al., 2005 Cheng et al., 2019)
delo]E & | update, crash, slow, install, Azl O Fo} e Al AL AE detEe
7 | &% % A% | connection, disable, error, 53 o]g EE wole 744 ?l (Ozuem
At shutdown, freeze, bug et al.,2021)
- 279 ¢ login, password, access, code - N
X = b » GLVERS, g %7] AL A= =714 Hq_—v /\JC_LZ?_}%
(P;Es]h) 8 AR A2 | verify, attempt, difficult, ia]} (HhOuEet alﬁ _'2"'25 * A E
Qo) A5 lockout, frustrate, sign-in - -
Sl 24 A9 customer support, issue,
9 |xg w2 o 2 decline, dispute, contact, A 2 Adle Aujx Az e3E Fel
#7 alm | resolve, answer, scammed, AgE % (Zhou, 2021)
error, refund
A7) Ag w | scam., steal, fail, cancel, AZbE AFA JPE AR ogE fk 8t
11 4 | mistake, fraud, unauthorized, | & 44 22l (Glover and Benbasat,
- negative, loss, suspicious 2010)
trust, useful, favorite, refer
AR A Al T ’ : ' ’ Al urES MH| A9 AA nEe =
3 1‘3_! u}.;JL recommend, balance, protect, ,\jqﬁ o0 (Zejll a;ﬂ et?l 2%09 =
7 =7H | start, awesome, satisfied AL £y N
B RE) transfer, simple, quick,
4 |42 @ wy |convenient, instant, 5—7—59} Ao g2 M|z 7R Asfste] A
° " 7% 0 ¢ | recommend, excellent, reliable, | &2 ¢! (Fang and Tang, 2017)
Z(Pull) °F navigate, enjoy
89 = = i itcoi . el o .
5 | Bl Al w | Somvenient, fast, biteoin. boost,| sy slga Bl AeA FUE 24
AH] A : ' ; '
1l explanation, feature, review (Hsieh et al., 2012)
_ open, accept, secure, ]
10 A& ZU3E | withdraw, experience, stable, | 983 ZHE ALE A3 Mu)~ mjE S =
ol 74d | platform, smooth, borrow, d (Kim et al., 2020)
return
. deposit, check, debit, transfer ° o e 5
vzl 7%= N ' : » Lid C| HEEA F5 A gl Sy BAS B A
50)2) 1 O%;_ ;J_}a direct, link, wallet, receive, o zr@ U(ghego ot ‘;1 gO 9")2 &4
(Mroor?n ° “° | handy, function =0 g :
g) 20l 214 #He] 4| credit, overdraft, paycheck, Aggo] A dAle AEH 8T ElSs T
5| 2 | score, limit, charge, earn, 3 Je A€ % (Moon, ;
Tl 6 AA AH] A limit, ch glsto] AH #AE = (M 1995
Agk AW | period, banking, manage Sun et al., 2017: Cheng et al., 2021)
4.2 ZINB 24 Z1t THA 54,6492 Y, 84 7Pt tre] g
ol 12A X ETE A i Jey
ZINB 571240 94, 40 EQE 7805 & PEA 548 w0,
So) 2xA BAE Belp] A4 A% BA%L U, B ATINE AE EQoR Ndsha ¥
FHHAE AEFAATHES (E A-D #F2). & g S5 2 WA Zo] A A Aujxef d4 7]
Q7o FEUR AW FEHE BT 3808 F S0l AFe AEHE D44 0§ AL w3t
962 AYSHTT Mp5A M23 20264 42



HH = A 2lFoilM FH-F2d 42HE0| 7E

o o|xl= G PPM 7|8t ZINB 28 =4

(% 3) 37 2% vl

AIC BIC Log-Likelihood
43 Fold(Zero-Inflated .
Nogative Binomial. Z1NB) 145,690,875 145,845,356 72.828.438
L.0)8} 3 3 3
%1% (Negative Binomial 145,927.363 146,072.757 ~72.947 681

Regression, NB)

g3t Fold 2 (Zero-Inflated
Poisson, ZIP)

1,049,107.569

1,049,252.963 -524,537.784
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Y
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b
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of
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=
)
fm
R =
-5
)
=h
o
ofo
ox,
2,
= ox
o e

H'l
g
oy
"ﬁ’
=
®,
5
S X
2 >

E J|Fog H]‘!?SP 7“4 7ZINB
28 gy] 71 v AICS BIC #

29E §E 2] AACR 49 af&g—g

L
i
=

T

et

ZINB 4 A¥e= 7ME 2F(Count
model)Z} -4 =3 (Zero-inflation model) 2.
2 FEste] AAgth 7k REdM s 2R 8
A FHF e AS- O $Eo 43S nAE 8

23

A FHow AAE HHen, I-4F BFolA
& el FA4 540 #84 37} FeMoz
WS @ A5l olme JFS AN A
Eah o8 ol diel 724 B4 FA4 o
ol W F849 WA 5 WY olF 57
o ofgA AEHoR A4gHeAS TR A
o807 gt

M el B4 AR(E 4) F2), TR
A% 4840 fol

(E 4) 7pt=s 24 Zo}

= Coefficient p-value

34 (Rating) -0.036 (0.114)

=74 (Sentiment Polarity) 0.047 (0.290)

Zo](Review Length) 1.561** (0.000)

34 (Subjectivity) -0.215*** (0.000)

B x 34 0.318*** (0.000)

=4 x 34 -0.138"* (0.003)

Aol x FHA 0.337*** (0.000)

’¢7(Constant) -0.433*** (0.000)

# Note: ** p¢0.01, *** p(0.001

HESHAT M55 M2 20261 49 963



(+)o 3= BoH(B = 1.561, p ( 0.01). &  #9), EF 110xP] A 2 &) 724 0°]
SAL g FA A= Bo F2lg e ERIHY E &S FosH /M7 AR vyt
o WA, B < FAAEE TS H+H)Y dFS FTAE oM vt 2 2t J-EQ"}‘;}
Blow (B = 0.318, p<0.001), Zo] x FHA EY 3 x FHHLE Foe &F(+)9 83E A
TR < (+H)9 ZIE YERTG(B = (B = 0.848, p € 0.05), ”3, 6 x subjectmty—
0.337, p € 0.001). ¥ 54 x FHYLE ()9 +(-)9 BHE HA%(B = -1.776, p € 0.01).
s Bdoh(B = -0.138, p ( 0.01). o]} Zo] 7Pt nE 3} - J@ic} éﬁ BN FZ
A, 54 2H7F 784 Ut diddA 9d A 54 &4 S540] i A o] F-o}
Ao R AEeA AFE FHde AT =Y T4 A=d AE g2 o“-]'i’—i I A=
(& b FX)Ae 27 He&a S8 (ER)Y A= eyt
Fggo] Tt +4 2%, EF 539 7%
9 A2, BEY 6418 Bl 9 AA Auj s Adg

(Z b) ¥G-Wa 23 (Baseline EZ 4) £4 Z1

F

Variable Coefficient p-value

EY 1: 97 7% o]& 4 0.142 (0.989)
EY 2 A T4 2 Hl A -0.223 (0.808)
EY 3: M|~ 2lF e 9 gt 0.116 (0.838)
B9 5 Ho 75 4 A~ 1.054* (0.046)
EY 6 A& e 2 AA Muja HgE A 1.316% (0.018)
EY 7 QUolE ¥ of/ % 4T Adt -0.277 (0.741)
B 8 219 9 AH A2 A5 1.288 (0.200)
B9 9: 24 A FA 3 A siF Ao -0.626 (0.617)
£ 100 989 ZRE o8 4¥ 0.747 (0.537)
B9 11: AP Al 2 &4 1.301% (0.028)

EY 1 x 34 -0.615 (0.953)

EY 2 x F34 0.376 (0.721)

EY 3 x 34 0.848* (0.017)

EY 5 x 34 -0.368 (0.670)

EY 6 x 34 -1.776** (0.008)

EY 7 x 34 0.730 (0.064)

EY 8 x 44 0.067 (0.926)

EY 9 x F3A 0.240 (0.823)

B9 10 x #3449 0.528 (0.518)

By 11 x 34 -0.243 (0.527)

Inflation Constant -6.239** (0.005)

¥ Note: * p(0.05, ™ p0.01, *** p<0.001
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(Mudambi and Schuff, 2010)
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