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User Churn 

 User churn is a problem: large fraction of 

users churn after only a few posts 
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Research questions 

 What are intrinsic factors / signals that make a 

new user (newbie) leave after a few posts? 

 What makes a prolific user (veteran) leave after 

a certain number of posts? 

 Are there common factors across two user 

groups (i.e., newbie vs. veteran)?  

 

 How well can we predict if a user is likely to 

churn using evidential features? 
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Characterization 

Prediction 



2 Prediction Tasks 
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Feature Extraction 

 We find and organize 9 groups of features 

likely associated with churn 
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Feature Extraction 

 We find and organize 9 groups of features 

likely associated with churn 

 Temporal 

 Gratitude 

 Quality 

 Consistency 

 Frequency 

 Speed 

 Content 

 Competitiveness 

 Knowledge Level 
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Feature Analysis 

 Most significant signal: temporal gaps 
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Feature Analysis 

 Most significant signal: temporal gaps 
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Churning user: temporal 

gap between consecutive 

posts keeps increasing. 

Staying user: lower 

gaps, which stabilize 
(routine posting every 2 wks) 



Feature Analysis 
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The more answers by a user, the lower probability of 

churn; even lower if more questions asked alongside. 



Feature Analysis 
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The more the time taken to receive an answer, the 

lesser satisfaction level, more chances of churn. 



Prediction results 
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Task 1 

Task 2 



Prediction analysis 

 Recall most significant signal: temporal gaps 
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≥ 30 
features 

K-1 
features 

1 (!) 
feature 



Prediction analysis 

 Recall most significant signal: temporal gaps 
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Churn prediction accuracy with features from each 

category in isolation, for varying K (Task 1) 



Prediction analysis 

 Recall most significant signal: temporal gaps 
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Churn prediction accuracy with features from each 

category in isolation, for varying T (Task 2) 



Use-Case: churn analysis of a user 

 Learned models (trees) help characterizing: 
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Summary   
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 Study of user churn in Q&A sites 

 Associated/potential factors 

 9 groups of features 

 Best signal: trend in gap change (growth!) 

 Prediction & characterizing by decision trees 

Thank you! 


