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Research on the Customer Experience Value of Online Paid Knowledge Programs

Mining and analyzing the data of “Himalaya” based on content analysis

Abstract: Studying the customer experience value of online knowledge paid programs is helpful to enrich and expand the theory of cus—
tomer experience value, and it is conducive to the sustainable and healthy development of online knowledge payment platforms based on cus—
tomer experience enhancement. Based on the theoretical sampling principle, this paper selects 18 program samples from the "Himalaya" plat—
form, uses crawler technology to capture user review data, and uses content analysis methods to analyze the data to discover and construct the
customer experience value dimensions of online knowledge paid programs. The research found that matching value, growth shaping value,
spiritual value and interactive value are the new experience value dimensions that customers obtain in the process of purchasing and listening
online knowledge paid programs,The convenience value and interactive value brought by the digital attribute and function of the programs re—
flect the unique digital experience obtained by customers. The customer experience value of : head knowledge programs, professional KOL
knowledge programs, and long—tail knowledge programs has obvious differences in different dimensions. The research conclusions of this paper
will provide reference for online paid knowledge programs to enhance the value of customer experience.

Keywords: online knowledge paid programs; customer experience value; user reviews; content analysis
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