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AulgAu] 2o sl AMA7F =7 3
of Hg =99& 37 A= BFH Ad AdS Avrolop 3
o} WA 7 (emotion)2 7] (mood), A A (affect), =7 (feeling)3} -
A FEEE Sz #Ad A3E 1980 R An A Ee 2 9l
Wopoll A &bs] ol F (o] g2, UAE, 2002). 1H v A
2w gojo] e WEe Ay HHA A ol EEAQ ou =
A olsl 7} (Edell & Burke, 1987; Leverie et al, 1993), <-%}o] u}z}
Za4 98 MEow A (A Gl Beol 1995).
Gardner(1985)2] 1ol W= A3 718 AA, 2glal =79 7
WA Zole whet S Ao vk Atk 7 (emotion)> 214 A=l
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Cohen & Areni(1991)9] AT A= A (affect) & FA7ME 2 =

7]l A (valenced feeling) 2 A9 sl 7F4 (emotions) 7]5—(m00d)%
xgrstthar Jidsteld . oA A zp=glel =4 AHVE fEEe 7E
of Hla] T thdAFA FEHEZ v Ak A GEH ol HA HAAe o

BEel Adom s ekl s, AAE, 2002),
Oliver(1997)2] Aol w2 A A (affect) = IR A 9 4A =)
7 (feeling) Z A3 7@ o2 Alal(thinking)9bE ¥ o] E57 Q)

,E_ R
HeS XA, 4 (emotion)> A QAH XS EFehe
e}

Moz AMEtd A}a(thinking) o] SWo] Zaht}.

A #HEE APdATE AeEd Aol 9 F A=l gk Q1A
A Al Ao RRY FaEE TR =4 AHE JoE ¢ s A
o7 Holt olgd% wA e ke oy FHO AL EFIHI
aie 71we] Fastt gyl B4 BF F WA [E 2-10]
I ro] A HEH FEE F2ol duE I dvk(EkoE], 2019)
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a4 J2 34 HI
Watson &
Plutchik(1980) <] Wundt(1987) <] Russell(1980) <]
) ] Tellegen(1985) ¢
24\ 3z+4 Sdad -
224

<R84 24

oAy oxt-n

g B AddE HSS Wundt(1987)9] ‘AR -=834 &%
(), ‘T4, X-ole] 32 E/FE AZSE Russell(1980)
o] ddx 3 Watson & Tellegen(1985)2] 22F12] =27} Al #H5] At}
Russell(1980)2] ©dxtd ®dlo] m=21 7242 A A 7H(valence, # <]
Tk 7 o] Adom vEe AAEL

o
.

2149 2geln &

sl
9 #AHE B e Ao g g k. ol wha
o
o

=
Watson & Tellegen(1985)2 <7 1}

d Eg4 geow 2@ ngon
A

=9 o
(A gke] o3, p258). #AAe AEHE FHPs dd dx ATAY
Plutchik(1980)¢] 77 <e] H}#(wheel of emotions)el] A
& g FHEgAel wrgor AFd 3 HFYPFow F&
(acceptance), A< (fear), =% (surprise), =& (sadness),  (anger)
o 7 & (disgust), 7]t (anticipation), 713 (oy)olet= 87FA1 9 7| E7A &
2 793t 2 5 S

Ty AR dEedTelA e A a4 HIRugeE A

%_

54 A T oA gt #AE
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R e T CWEERE 714 ke W AE
P | Ause ug e 2a
A R4 22002, p. 109 AT
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onsl= ‘Ao Mz A Ao ZHo] 3| (retrospective) ¢l A,
A4 4 Z(process)Q A, o A A ¢l A (prospective) «] Hl sk A gFAI A
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A 3A ZAR FAEFFTE 2TA T GAH] 20 A 9
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AaSAH A9 2EHE HEH
1) ~E#H 29 74

2 EY A(stress)= ‘WA FHoV
Frefisked 1980t ol 5 &g Al
Hol & ey F&H At FFF ) o=
M= AR Aolgh dxlelA Aostar 7] wjiol™ ol & Al 7FA #
Aoz Aeajs & kAl gt ol&, p. 381).

A, ~2EH2E A (stimulus) &2 HiE #Ho] 9t} ol AEF
25 fiete AR, F§ 2E#2Y(stresson)dl 2H1S 2E dTFE9
gojoltf, 2EH2E A &2 AueA o+ ¥, B AR,

= 7 S ~2EY A AFor AW Y (Holroyd &

7] Wstete= A4S Z1ddd A=59 29

o
o
2Aste &= wkgol Xéﬂ@q(lvancewch & Matteson, 1982). 2~E & 2~ g}
= 85 A3 A& Selye(1936)9 Aol W™ JHA7F 3 2= <
FEIE FHSHA 22E2E AHEE A H8A7H e dikstE =
= ¢ - (General Adaptation Syndrome: GAS)S
25890 el 3SHA(ERE, A, @

rﬁ o
S
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Aee WhsorA AEHAE YERGa Bokv 287 wie] ™
Aol = dAHRD e R =2HE o FUIA7 Boles AgA
Rhg, A BbE ) B 2EY s B SRS SASe Agd 2 A
24 g 2EHAES FHHoE vFa v

AR, ~Ed 25 o574 s A& (interaction) &2 HE #HAo|t} o
o BdE dAelMes &4 A=l HHH s EAs= o] oty A
o] F4 F7ENYH 2Edador 28 Hubs wA% 519
dole wpzw 9tk Lazarus & Folkman(1984)o] wh=w e 2 7)
A3p &4 7o Hahet Azzgom ARl Wid Az, A H o
o N1e] HrtERE O Ee] depnal Aot &, Tdd &
Edzo] e il AAH F7F Ao et 2= 2EH A A
EE s dom (g 2008), o= F-AAD e obyd &
A wgomy wddE = (A1, 2018).

olFx ZEHUAMZL Asom EAstd S AEHXME Hrheta
A ~EH 2 FaEd 2 (eustress) 9 FAA 2EH A T2E
2 (distress)'S A dsHA FtH(Selye, 1984). H2E# A= 2EdH A7}
Agom =AY o FYst= FAY 2Ed2E Age SoAY 3y
t7] flall a2 A R e A e HREH L hA

EE @A, AR, 2020).
==

" U¥ g5 Gnverted-U function)' &
(Yerkes-Dodson Law)g &-&3te] ~EdH 29 3%
218k g Zlojth, Y WA w2 ‘HA 744
arousal)’d u 7} = FAS 7HssHA )

<= (optimal level of

Aoz d4HA Aok =,

FEEdA e A 7Y 2EY2E AT o 49 FAdsEyg 2
b

(O = =1
= SAA 2SS o F Ade o] He Ao|v W, HAEY A
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= AT mEddA B AU 23 5o ~EYGARE Q] AX
S FlsE Y 22 HA44 AnE obr|shA ® tHGreenberg, 2009).

ofsfCt

st P

Hl-¢-20 m'A 8 g7l os dduo]l dvka stk F 7ol 4wk
Aol ofy7] wjiol| AXH FrtE FI 2EHAME F2EH22 HIt
gt stegte g5 X AAE Fots skl 1E, B2k A FIEH
2e FAA Ao fdE A FREHLE FAEH] oHE & dueE
Aolvt(A e, A%, 2020). olw F2EH2E ALHA =2 53
THE FAS] fleide A e SAA WA BT 8
FH 3 (Rudland et al, 2020).
2) 205 FAESEE SaJuFAH A ~EY A AF
~EY2E e g9l ‘AEAM(stressor) E(Lazarus &
Folkman, 1984) AF3]# @<l Ag# &<, 44 aql, g4 2de

2 e AR A 292 ThSoly ek e tidkAl A,

T 2Ed s AeF el AW, =3, 4dr], 9¥ZEd 2 #Y

So] XFET ‘BAA Qe I T, 2% BRI FHRES &
— 36 —



kel A3k, A4 AR
Haol gk WA e, A4

gy A 52 A
A7V AL A A o] ZF A ol A
3= A A~ Ed A E(Mochis

]9l 7lolar, ‘e A 2l 9¥, Bk ¢
AH AFE SEAE sl T

89 ToERt 2EYAE ST A &H]
ZIhE e ek 2A dEe 2dAE #T
, 2007) FAIHom Awetr)d FFshtt

S AEYM T vl Ak o=y Yt AdE = As A
dats 2AaR(A, AdE, 2010), o] ZHE 2n| A= An] A A 9
AA A B AYE B ARAEAAE AP du AR
EE 789 AE 2 ML, AV AAE, 2H ] SOoRSH 4HlA
Edas e A 2epdugAn e dEE AR AEA E
LU Z~EYavhS AR [3E 2-13]7 #Zo] sokd F Q)
[3 2-13] B ~EHA 9 AHAEY 2] 7
AH2ZEHA AHZEH S oA
ZRAEA BE R _ ; ]
_ - FEEIA, FHAL, H3)ol HAl HA sk
AasrEe Cselol th@ wa o) vhgol B4 ekt
7]?—]‘@_ Z\_Eﬂﬂ/ﬂ S s s =2 =] = T A T
gute dee gEA ANl gt
zAae] QabAg g | P F oo 2" Auag wa g
9 Aol Z1Qlg 2EUA |- gt YR BobH Fo1g dusior 84
ko] of it
F Aol AN W7 ab Au] s gigk EX
A F-AH) 2 AE $ 7FX] 7} ;:o j:]}-7]_~_2‘ 5;1 o el |
2 EANE 4d 2EdqA T e =
Mg ZRHOR o] §5k4 RPrh
2Rl Aol A 9 - W R R SEASHAl BrelE A AR AH
Tl gl A 71 2EGA | - AT ES wE RS W7 44 Sk
SRS A ZEA)f] 2} S Qeks Alzhel TujatAL ZzhA ol
#AE 2= Aul2g we gl
2l Abe] FAA A ]
3} S el S vk 3]
e e A kel FEle WA v
vl ake] Gk g oA ~ ‘ o
WA e R R R L B I ERCRER S 1S
 EE IR o
Noldh e A] Favd e FudstE wkth

Z2): AR, AEE(2010), 2B A AR AEH A 3 #AE QA 8A,

p.99] A4
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Folkman & Lazarus(1980)2 ~Ed 2~ 3] A ke t]dt 47}%] o] =4
A S AAg vk dvk A, ‘A% B (psychological perspective)’ €]
WA A S A3 7= FoyA A B AAR Aotride] Az
A2 8-S oue. =4, ‘U483 A (personality perspective)’

% nighch, ey ARk o el
S ARAE 2EH 2 O

AN(HB A, 1990) <144

_Nl_vl
2
It
~ o 3
1o

perspective)’ 2 ZE#F Ao 2 HE giAdeErs AAAA e A=
Jolgt ~EFH Y digk 77t A defe] l& Ao R Hkth ulA,
‘A5 A2 A 1A (cognitive-interationist perspective)’ & A~E# A~ tf %

dero]l N &A AA A wreRAe] A AL v @)

[ dpr
(m o 4

o] ] gt A
FEa JrHH A, HAA, 2002; A3, o] HlTF, 2006; FAHH

2008, Aot @7, 2011). A AYA S LAlo] S wf o] g A
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ZEY 2~ Aol o mEW M= [ 2-7]13 2ol A 3t
(primary appraisal), ©]x}% 7}secondary appraisal), A3 7} reappraisal)
o M SAE F3 ZEdHUE A= HuekAl @k A} G Itel A A

=
e HE AE

Aol sl S22 whES AR A =tH(Lazarus, 1991). 9 H7He] 4
W2 REH AT AR A o ofuvt glntal =7l = R ae Hord
ms 2EHA ] e SEE des kA o whevh TA A Bord
e 2EAC 34 HAS 4T FEEUSY dgolm HAd] A
HE d F de YR &fe Aok 2ed iR 2EHAE
S/, 9, = A JVR wgste] AEUAR ZEEHY

2 E #) A (Stressors)

A 29 437 2.9l
EEERER AEA 29
Ned 89l #7474 29

v

sEY 2 A dE 944 B}

o %} 3 7}(Primary appraisal)

247 A% %7k e
77} I I I 77}
v
o]z} # 7}(Secondary appraisal)
B2 A 288 2

- distress 7 3
v
o} 4 d & (Coping)
FASAA AT [ AASTAHA A
v
A} 9 7} (Reappraisal)

(28 2-7] 2E# 2~ A A
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24e TG o2 Whe Aol A
AHow Bre CEEEE

U= ‘&% 7 7] (efficacy expectancy) 9}

o)
AN
2 o= Fae ‘Azt 7] (outcome

expectancy)' = A ALl 3t tH(Bandura, 1977).

o
2
)
N
N
3;
2
2
>
o F
ML
ok
2
2

AsAe] fAAF S 2EYATE op7|d A2 8-S izt st
EH
h

Ak ggs WHAZ FE ode o &
Folkman, 1980). ‘$1#14 #7ts4 A def e 2Ed2 43S d49
ogn g FAGE Aor ~EYHA RS FhAUY, $HAA FUE
o wEAY, 2EH A A de Adagles 84 AHLE

Aol olw w An| A= [E 2-14]

2o AAEL AgdT EAFA gARL S cvAIt maw
4

|~ ATl A4S BAT 5 dvtn o34 u "t dgelw, 7t

T

23|
3t= A o] tH(Lazarus

[ 2-14] 2Ed = HAAZEFY F7

2EF 2 dAAF 743

H

BEAFA oA A

(problem—focused coping)

- 2 3} 7] (cognitive coping)
- A3 K X 2] =3} 7] (seeking social support)
- EA 2 A 337 (planful problem-solving)

AAFA oA A

(emotion—-focused coping)

- A 8] % 7] (distancing)
- 3] 4] &} 7] (escape—avoidance)

- Al =8 (accepting reponsibility)

AAH F7hsA A=

(appraisal-focused coping)

- FAA A& A (positive reappraisal)

O

o,

A Z 7 (positive refocusing)

-

= %93} 7] (putting into perspective)

Z 2] Moos & Billings(1982), Lazarus &

ML ol
o2l
o ke 2

olkman(1984), Anderson(1988)¢] A 743
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SEH A A A o] vt g7kl A 7L A ol A

of e AR ARE QA B A A QA FAF 2L ol
2 o

= .

A% F7Aadad LgusAnAE o 2 o] fslE AHAE
Sehel @AM TFE AnAEHS ERE ofye} Y]] Al e @
H24 2947 BEd 2EYAE B0 4P Ao a8 F gl
t}, =, 7]1E9 L du S 20 H|E ¢ Be ~E#~ IS AY
Al 2 o Sk Aol E3 du g A Sl di Aol A
Tk pH el s @R 27 3 Fulgkes Aol 2EdaE A EH
HAHAH S, 2018), 4AT hAAHFS A7) oHe = vk [#
2-141= 2vAke] A ) A AgAT= 3 el A v A= i)
Alald Gedt deEfs AEsta gls Ao® HAtH (A3, 2018)

o

[3£ 2-15] &H|x}e] A Frufel A o] A eF
L R £
Robertson
- FEAAGe HAA R &3
s 99 18w AR < (1971),
21 1 B A C AR AR A AR = Sridhar &
emE E}olo] o] A o] =3} Srtinivasan
(2012)
Leibenstein
2 L2uREd o8 Wo] MuH
W % 2 anAEel o wel ﬂ (1950)
’ AF 52> AH| =5 wet st A, BdF
(2006)
A 7Fe] AE T AH| A7 7 E1N Ee R RS
W A A a7k AlFE 18] 2~7} o7 = &
=S Aolg 73t (2003)
Ba=o A i BdES] AlF F2 AH|~e Tse & Gorn
ojm A AlF w245 =53 (1993)
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A Al 1 oD #2E fpolid g ApolE9] FU)F A8
. 1-2) 23yl wloly ES 7= A=
ATwA 2 A AT MeHd As
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T3k 2 Mg skete] st AnE WHERA A ot H o]
_<|_Dr_

& v g shete = QA Wk

MaE deolEe) magw Thelg'e ol 1 AAZ AP F i
Adel A ke ovlelth F, 24 dolEE 1 A/E W
AvenE wEg glo] AuAgel folah HiE doH: WA ¥
ol ©

08 shofsfobyt FH G oInE sebsid & ArHAFA 9, 2019).

ARFZE A4
2 X Extraction
Az+H - A A = N \ m) [ Information
Document Preprocess =) A
) HZEZ3 BExQe
Collection v —,—3.51- i =4 ] ‘F Knowledge
Clustering Summarizaiton

(2% 3-1] S2E wlo]d #4774

o —~
o
X
o
Ry
o
'~
flo
N
>
filo
T
z,
o

(e}
K
o
i
_O‘L
rr
jin)
o,
w1
M
1%

T
o
)
e
ol f
i
.
%0,
v

(Kao & Poteet, 2007

H
olggt "HAE mnlolgd2 ‘FAFFH E FF(document collection

~—

ge

classification)’, ‘&4 A g](documanet preprocess), ‘FAl
(document clustering)’, ‘M E}d| o] ¥ F= (metadata extration)’, ‘3 H.
Z (information extraction) o2 T H(EH = 2015), o] =4
Mol wet E=Aske A [ 3-1]9 2

Eg BAE vlolde WME 3 sl Emndge
h=4
a

My o
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Dirichlet Allocation: LDA) X3’ o & (o]H 3k 2020), ©l+= 37}A F9
THE AdAR sta vk LDAC] w=w #-8 A (corpus)s= A -EF -
ool Ao R F HeolHE HAEE TAEY e 4 #AE
ozl 7he] Egow #7E F Ui, 4 EFES oY Tol= l
HUA A= S oudt. meA, A2 =5d BEY 9 Egd
G2 HE HHEed EY W (naming)S 3 YU E ARE FE

W = Aol

o) =
3

olw, FslofF & L EH] FE MAI} = FHoRE o= AFAT
A4 we AR A ‘HAY EF FE HAAPse WHY e
‘& &% (perplexity)’$} ‘A $3 9= (coherence scores) S o] &3 (HEf Y,
o]F<, 2018). £t T FER o] ANRE Aty At o Fst=A
5 Ui EY 5 oY | T BHA Ed gho] 7 A
Uetue 75 A EY F2 AAGY a8y EEEve e 7
T2 slA o] oyt Hlo] A7 ¥ HAI(Chang et al, 2009), E3 9] 9
n7b detyg daHA AdE e UEl=AE ol e BEY AJHTE
43 HJAT(FEY, o] <k 2018). o] EY & =987/ FY5
AN AAATE AFE P =4 Yourt 5438 sobA 1ejzvt &
sA= AAY =2AE EY F2E AAste ettt

[AFEA 1-1]9] ®EAAEZ= do]W(Naver)?t E< E(Twitter)ol
AAE 207 AR SaduSAH 2 gigh 7|32 A4 st
] H] 2~ 7]#<l Dighty Data Market, Korean

Click®l 29 Yol AMA Frel oA FF(Google), THe
(Daum), Yl°]E(Nate) 5& Al X3 20209 19 A& 6856%2 == 3t
= Ho ¥8 Afo]Eo|t} T3 CJ] E&M MezzoMedia 2020 S
= B4 g xEd weEw 4uAH20, 30, 40t HAFEAHZE W& R g

Ao 7Hg Bol ol&ste wiAls TER I TolAE HolHE FE o
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S A 7ro] 594802 714 A A e
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2B 27 A A
o A H
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TR
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37 95

]

<
T8N

o
=

=

5

Fa Tt vlolH o} ELEIS] 1 Afo)

°©
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L

=
=

dlolH e} EfE e AArE
) == (web crawler)

o
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y<d, URL,

L AbOEe A BE 2016 19H-E 20209 1297}
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AE M = AAIR
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1717k 2021 3¥
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S O ok
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)

2o (stopwords)
A Ho2x7] 3 7]1A KoSpacingt handspell 3714 & €830 = of

=

=]

i

AVER D (Part  Of

T
™

=i}
=

At

5

°©

Speech: POS)& 2 A

7K
olo
T

Y
olo

0|
i)
4

jfiage]

B

)

mj

==
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i

B
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fi%e)

T

0]
RS

o

o

2 golFE By

)

4%

o)

A L

9

=

].

G a7}

ted d47F onz gojof v Hojrrg V|EL

=3

—

2

%167

EY ndy

(topic modeling)

0

)

X
-
w

0

X
=T

ao
o
Lo

- Python 3.8.

2

(morphological analysis)

T =2

A A, AL S

L=y

S

-y

2

(preprocess)

deolg A2

2

AR

[ox]

A2 53

(data collection)

Al 8}

X R
%% Mv.ym
] e
ﬂT; calniy
Mo, 1T o
1,0 = W
1
No o T
n
ot ﬂm
T — % A
G
it
5%%%3%%
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Abstract

A Study of Consumer
Experience on the Online
Education Service with

Conditional tuition refund

CHU Yelin
Dept. of Consumer Science
The Graduate School

Seoul National University

The online education service market, which refunds tuition fees
when certain conditions proposed by businesses, 1s expanding. As the
effects of coronavirus prolong the time spent at home, the demand
and supply for online education services for self-development
purposes and various online education services for new interests are
increasing. As a result, a new sales promotion has emerged to reduce
the economic burden on student consumers and 2030 generations
aiming at self-realization through education-related consumption.
These conditional fee-refundable online education services are also

considered a burden for consumers to perform additional tasks, such
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as refund conditions, while functioning as motivational factors that
they want to work hard on. Thus, in this study, consumers’
responses to conditional tuition-refundable online education services
were multidimensional and analyzed to find the possibility of
consumerical research in related markets.

In this study, consumers’ responses to conditional tuition-refundable
online education services were divided into cognitive and emotional
dimensions through data mining. First, we used text mining to derive
cognitive responses to consumers’ satisfaction and benefits with
conditional fee-refundable online education services. Several cognitive
responses were grouped into meaningful units to classify the
attributes recognized by consumers. In addition, the emotional
response of consumers was analyzed through opinion mining. To
compensate for the difficulty of determining which elements a
document-level emotional analysis 1s for, we further conducted an
emotional analysis by topic attributes based on attributes that are the
result of text mining. An in-depth interview was conducted with 22
study participants to examine what processes lead to these cognitive
and emotional responses by eliciting positive and negative responses.
Using 1n-depth interviews, consumers’ experiences In conditional
tuition—refundable online education services were examined in detail
through evidence theory techniques.

The results of this study are as follows. First, consumers’
cognitive responses to conditional fee-refundable online education
services consisted of attributes such as ’‘student factors’, ’teacher
factors’, 'content factors’, and 'refund system factors’. The
consumer’s cognitive response to student factors was mainly related
to motivations for conditional tuition refund types. In the teaching

factor, the limitations and benefits of the non-interface of online
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education services were simultaneously shown, and in the content
factor, the characteristics of lecture and learning materials, namely
expertise and efficiency in teaching materials were well utilized. In
the refund system factors, difficulties in achieving the reimbursement
conditions and consideration for refund were mainly expressed.

Second, opinion mining confirmed that consumers’ emotional
responses to conditional tuition-refundable online education services
differed by website. According to document-level emotional analysis,
97.89 percent of Naver's reviews showed positive responses and 99.31
percent of Twitter's responses. In addition, the topic-level emotional
analysis results, which were conducted to supplement the limitations
of document-level emotional analysis, were specified from differences
in website users and Kkey content characteristics of Naver and
Twitter. In other words, Naver had a high percentage of positive
words due to the large number of sentence compositions
information-based articles, and Twitter had a high percentage of
negative words due to the presence of many sentence compositions
centered on emotional expressions.

Third, looking at consumers’ cognitive and emotional responses to
conditional fee-refundable online education services found justification
for looking at what processes consumers exhibit a series of positive
and negative responses. Therefore, 22 study participants were
interviewed in depth and qualitative studies were conducted using
evidence theory. As a result, consumers who purchase and use
conditional tuition-refundable online education services experience the
inducement of purchase on the premise of the convenience of online
education services that have high compensation and compulsory
reimbursement conditions for compensation. At this time, it could be

seen that the stress situations experienced in the entire process of
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purchasing and using were varied according to consumers’ personal
experience in taking online education services and their understanding
of promotion of refund sales. Stress situations not only during online
training but also through the process of receiving refunds have
become prominent, and the degree of self-trust, self-consistency, and
monetary motivation, which is a response resource used for proper
interaction strategies for various stress factors. Interaction strategies
included positive reinterpretation of stress to some extent and
self-overcoming, and other consumer strategies that could not be
used as positive opportunities in purchasing and using the stress
situation were "use expedient for refund”, "disapproval of information
delivery”, and "expectation for refund system”. As a result of this
interaction, it has been confirmed that consumers experience 'double
success’, 'regret’, 'disappointment’, and 'weighted failure’.

Based on this study, the following suggestions can be made:

First, the characteristics of textual data utilized in this study were
very different. Therefore, it would also be meaningful to look at the
results of textual data analysis in communities with similar
characteristics.

Second, this study looked at the emotional responses of consumers
to conditional tuition-refundable online education services in two
dimensions, and it is inferred that the emotions that consumers
experience will vary. Therefore, opinion mining research should be
conducted in a more diverse way, reflecting specific consumer
emotions such as joy, fulfillment, confidence, and negative emotions
such as regret, disappointment, and anxiety.

Finally, in a qualitative study conducted to examine the overall
experience of conditional tuition-refundable online education services,

the field of the education market was analyzed as well as the field of
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online classes related to hobbies and sports. However, conducting a
qualitative research analysis of in-depth interviews by sector could
lead to active follow-up research on conditional fee-refundable online
education services with more distinctive characteristics in the field of

education.

keywords : conditional tuition refund, online education service,
consumer experience, text mining, opinion mining,
qualitative research

Student Number : 2019-29010
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