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Abstract

[Purpose/Significance] Research and practice have shown that user online reviews are having an
increasingly important impact on consumer purchasing behavior and business operating deci-
sions, but there is a gap in research on online reviews in social Q & A communities. [Me-
thod/Process] Taking Zhihu as a typical case, user online reviews as research data, D&M model as
the basis, and grounded theory as the main research method, the factors affecting the user expe-
rience of the social Q & A community are refined and analyzed, and then according to the coding
method of grounded theory, six core factors affecting user experience are obtained and a model is
constructed. [Result/Conclusion] Based on the case, combined with the model, it provides theo-
retical references and suggestions for optimizing products and services.
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Figure 1. D&M IS success model
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Figure 2. Updated D&M IS success model
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Figure 3. Process of building model
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Figure 4. Dataset 1 word cloud
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Figure 5. Dataset 2 word cloud
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Figure 6. Dataset 3 word cloud
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Figure 7. Dataset 4 word cloud
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Table 2. The result of open coding of dataset 1
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Table 4. The result of open coding of dataset 3
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Table 6. The result of axial coding
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Table 7. The typical relation structure of the main category
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Figure 8. Influencing factors of user experience model in social Q & A community
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