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Abstract

Investigating user interactions with online stores is one of the issues that have attracted the
attention of researchers. Identifying the emotions of users during their interaction with the online
stores may improve the services provided to them. Hesitation is one of the emotions that a user
may encounter when interacting with an online store and, as a result, abandons his shopping cart.
By early identification of customers’ hesitation, some actions may be done to reduce the users'
hesitation to prevent them from abandoning the purchase. In our study, customers' hesitation in an
online store is identified implicitly without their direct intervention, and to identify customers'
hesitation, we only used their touch interactions with the website. For this purpose, customer touch
interactions on an online store website were collected for six months. Then, using machine learning,
models were extracted for predicting customers' hesitation. Then, the stacking algorithm, which is
an ensemble learning method, was used. The results showed that the stacking method leads to an
accuracy of 87.75. This method which combines different models, improves the results compared to
using each model alone.

Keywords: Customers' hesitation, Online store, User Modeling, User touch interaction, Ensemble
learning, Stacking.



