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Abstract: [ Purpose/Significance] The study aims to indentify and analyze the key influencing factors of users’ nega-
tive emotions helps to respond more effectively to the spread of users’ negative emotions in the network public opinion of pub-
lic emergencies and maintain social stability and harmony. [ Method/Process]| Based on the affective—cognitive theory and
integrating crisis schema theory, the theoretical framework of the influencing factors of users’ negative emotions was con-
structed by combining with the existing research and the actual data. Questionnaire survey and DEMATEL method were used
to analyze the influencing factors and the key degree of users’ negative emotions in public emergencies, and the key influen-
cing factors were identified. [ Result/Conclusion] The study finds that the key influencing factors include nine factors: e-
vent itself, security crisis, social system, social culture and government credibility, subject empathy, interest appeal,
risk perception and group identity. Based on the discovery, this paper provides feasible strategies for guiding negative emo-
tions of users from three perspectives.
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Tab.1 Initial Concepts and Categories
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Tab.2 Spindle Coding Results
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Tab.3 Typical Relationship Structure of Categories
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Fig. 1 Theoretical Framework of Influencing Factors of Users’ Negative Emotions
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Tab.4 Basic Information of Experts
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Tab.5 Initial Direct Impact Matrix
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Tab. 6 Comprehensive Influence Matrix
Al A2 A3 A4 A5 A6 BI B2 B3 C1 2 4  Cs
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A4 0.396 0.397 0.429 0.362 0.431 0.370 0.339 0.361 0.302 0.450 0.452 0.399 0.466 0.443
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