20249 78l ADLED|CI{ MY 27

ol

| g Fdo & ol & v vl {4 a4
: BN RS 385
(A comparative analysis of user satisfaction according to non—-face-to—face channel types
: Using topic modeling)
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Abstract

Since COVID-19, the education industry has shifted many of its activities to
non-face-to-face channels, and many programs are still being conducted in non-face-to-face
channels during the endemic. This study aims to analyze the quality factors affecting user
satisfaction of synchronous and asynchronous channels operated non—-face-to-face and compare the
differences between the two channels. For this purpose, we analyzed the reviews of graduate
students of the same content in the synchronous and asynchronous channels at H University in
Seoul, Korea. The non—face-to—face learning quality factors derived through topic modeling are
educational system quality, content quality, instructor quality, and expectation confirmation, and
their effects on user satisfaction were empirically analyzed through survey responses related to
these quality factors. The results showed that all of the quality factors had a significant positive
effect on satisfaction, and there were significant differences in satisfaction factors between the two
channels. This study is significant in that it suggests that improving the content itself for
synchronous channels and improving the convenience of the program operation system for

asynchronous channels is effective in improving user satisfaction.

B keywords : Non-face-to-face ; Synchronous ; Asynchronous ; Online learning system quality ; Topic modeling
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