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Abstract

With the rapid development of society, the demand for online psychological counseling continues
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to expand, making the review texts on e-commerce platforms an important data source for mining
consumers’ emotional tendencies. This study takes 1070 valid review texts of psychological counseling
on JD.com as research data and uses methods such as text preprocessing, word frequency analysis,
word cloud visualization, semantic network analysis, and sentiment analysis to explore consumers’
emotional tendencies and core demands. The research finds that consumers’ overall emotional ten-
dency is mainly positive, with core recognition of service attitude, professionalism, service process,
and actual effect. Their demands focus on solving emotional conflicts, family relationship issues,
and emotional guidance. At the same time, negative reviews reveal some pain points such as super-
ficial content and low value for money in some services. This study’s constructed sentiment analysis
framework enriches the application of text analysis technology in the field of mental health services
and puts forward targeted countermeasures and suggestions, providing data support and decision
making references for regulating industry order and improving service quality, and contributing to
the high quality development of the online psychological counseling industry.
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Figure 1. Partial evaluations of consumers of psychological counseling services

E 1 8oL EREEE TN

3. XA

TR SRR, s 2 OREEUAPEY, — BRI BRM AT T, A
NEIEREITCR, EREFERMG AR, TURLE BRI, SEBMEe I ZE[11]. FILiEe
Bl T BT PUCPE, SIBREE . TRHIPFL, DARAERT TR 2.

DOI: 10.12677/ecl.2026.151042 320

ESREaia


https://doi.org/10.12677/ecl.2026.151042

31 XAEE

SOA S R PR SCAR B 20 W AR TAR BEFAYS , H35 SCHE T30 e e B b 1) B R sy FE AR ABL SR
ARCH BRI O A IRBEECE HSVE SR, Ve SR R &5 TAR SE Bda Sk al,  PRAERT 745181
PR TR LR, N EEACR.

Table 1. De-duplicated content of some comments
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Figure 2. Text segmentation effect
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