5 34845 51 EHFRE ISSN 1672-0334 Vol.34 No.5 53-64
20214F 9 H Journal of Management Science September, 2021
_

MBI EFRENAPEIZRRNTMN :
ETESIEFRNERE
Imm, RER, F oy

1 _LigACHE K R 5%, 1 200030
2 BIEXTANE R TS BB, FE 201620

WE: I ZHFERNGERAFRTRET LG T RS 8T SBARHER, &
T ARAEEGENHRFPNBEEERBARR SR TELABFRS, A —FF LR
5 BERNRSFEAZHERER SN, EEEEARET SHAAB SR EBLEELEES &
1&AS & R AT AR, AT AL B G TRG), MRS E T IR S8R, % DB R RO E ST TR
LR

AT 5 AR R 6 L, AR E ST RS AR AT AT SRS R I F RS R Y
METF . FAPTEERYELGEARERA KRS NAM L it b E5RxX—8
REW,BRREE 57 ik, WIT £ LK ERAAR P 3% B F 451480 &35 59 R 4 R E L
HeBhFFXARAMEREEI LT ROY 0, LA ZHHMAEEEES 22t 5% LK
FMERBANKERRZ, AT HWERIE, #—F RGN Rl Ao £ & 0 X 5 A
HANGETERRAREREE T H e F Rk,

REREXN, MARLNE S EAKRIMG TR T CEERRSFLEFTHELES T LEF
FLREARGOER, CFELORSFPL EFRELEREL T A LAASNRE, FRHE
RELDERER, FTREREREFERBRERRKEFLETM LEFOAHAHT, UERANTSEAELSE
HEE AT ZARRABEREE, AL EL RS AL R ERET AR LEENES,

FRAR A AB T XSt E A ERREZ PSR EEAR, FRATETZH
HRAKFZ, BRTREBESPHAAUETELLRSTLOERN, ATERLZHNESTE
M AEA AR EI I, SR B FERARS LR LARLNBEEE RGP ITH R
Wi, EEBIBTAHEEELIRES TS MAFRFEARG T &EFTRAED,

KB ALERAR AR L, AL REFAE; NE L5

hESHES: RI197.1 MERIRES: A doi: 10.3969/j.issn.1672-0334.2021.05.005

MEHS: 1672 - 0334(2021)05 — 0053 — 12

IRRBM: 2021 -05-31  {BiRBH: 2021 -09-02

BEEMB: HEARB%2ES (71771145); ZH WA AL S B2 0F 55350 H (17YIC630174)

EEEN: L, 3l KELRAT S H G LR AR, OF58 5 10 78 26 il JE 4k XL 45 25 B &R 40 MR s
B, AR E MR R R “Bijective soft set decision system based parameters reduction under fuzzy environments” , %
FAE 2013 4E 55 6 ] ( Applied Mathematical Modelling)), E-mail: ppwang@sjtu.edu.cn
Sk, G H AR, R XA G B R TR AR B VR, WEST O 1) O KECHE E Y L A SR R R B
45, R F M 2E AR R A “Forms of inconspicuous consumption: what drives inconspicuous luxury consumption in China?” ,
K FETE 2017 4E 5 4 1] (Marketing Theory ), E-mail: wuzhiyan@suibe.edu.cn
BokEe, HHEW L, RIEE R ERAU S MR B, 0 m R E R B RGO S MR
B a4, AR F M AR AR A “The effectiveness of online shopping characteristics and well-designed websites on satisfac-
tion” , & FTE 2012 4558 4 W] (MIS Quarterly), E-mail: luojf@sjtu.edu.cn


https://doi.org/10.3969/j.issn.1672-0334.2021.05.005
https://doi.org/10.3969/j.issn.1672-0334.2021.05.005
mailto:ppwang@sjtu.edu.cn
mailto:wuzhiyan@suibe.edu.cn
mailto:luojf@sjtu.edu.cn

54 IR 2 (Journal of Management Science)

202149 H

1

B 2l B WA Bl T R AR = R, A T 2R
b 1) 3 3 AN A 5 U, R E Tl AR 45 A7l 1) B
FAL T B R M T BT SO | B T A Y L
308 {5 2 T A 01 % T SR R 7. 0 6 AR AT RiR A Y,
T A VAR R g5 R AT AR W, SoetE (s T A L
MRS S T . TAN etal' & 3, S2BF K
T HAG B RN S H B s, B
SEAF AT, M4 2 90 2% & M 3 RIS, SRR T 5
55 AE S 1 RRURT R I A AR b A AR AE
AR AR B 5 21,

PE R —Fh LB 7 Rl IR 55 o S I 2 B8, 16
2 i B 1 1K 3 3 SCAS R R A IR 55 2 22 R Ak I i
75 3, A8 SRR T 4 v, DA 4 R 45 ¢ . T
W, PEZR S A 55 4T W i s R, 5 B T BT
TR AT B e, Al R 45 1 B U ok 5 7R T SR A
FrEREES . BIF LA Res BA & ERE R A,
S 0T R v AU L B AR A 32 YT IR 55 R AT
N i A B 0 T o R 55 O AU

CHXTHEREREIRPRREFSHHRZ
T, ERBEREAXAGHCHF R LN, LD
TR 2R 5% 1 5 B A R R A B0 S8 3 e SR AT I ) 5
Wi M T SCAR i, 2 A I 3 Oy X B A R E
BE R i B Sh R . SR, 2Ry U
IR 55 %% T8 A il 5 % 7 4 i R A DX AR 2 R SR 1 B )
KA FHEHRVT . BT AR I M BF I8 & AW E 2
G307 s, AW IR T AT B R R R R IR 55 4 S AR S
B s N R F 5 AL D R A HAE T, R AR 45 R
Al R 5 B AL A A R S

1 XARER
11 EEBBEAENBEREK

EIT RS AATE R BARXTRR, EAERETLZEL,
e R E S AP S, R B
&7 AR 45 I vl B AT AS i o w0 I R 45 R i . [ R
= A= A7 AT RE B B BT L B A BT R AT Ok, B
BEEIF AR e R A X RS
R, TR BE R TS 43 058 AR 4y S o AR
FREALTAEBEAMFR . K TRIEEECRAH 3
P, TE 2 At B AL DX W7 2% 32 Hh 25 3T 19 i 55 2R 5
FIIRE o AW 52 0 1 7 1 U 38 X 8 YR AT Ol 5
M)

BB ULRAT Ry — AR AR X BT IR 5 4R 1 D
EARERE, AR R, EAREL DB NTE
2R 5% 7 2 5 R R D SR R R R R BN E T
B F B SRS B i A A PR s R 4 . SHUKLA
et al. " P AE ZR 11 B R U oK o R P R SR AR RN
PSR | pe O 4 b BE A b B B0 A RS R, 2 B
P28 F T T R A SR A R Y R R O R R 2R Y,
0T 2 B 7F 28 10 R 50 H T AR A B o 24 PF98 B AR,
FRH TR LN ) L T B M R B R B A TR I AR
SR s PR ol R N N R o L AT T e

Nt AT A3 A R T B T A R R R e
YANG et al."™ (g i 58 2 W1, 75 2k fdt BEAL X p, £ IR
y7 M 55 o & A T B 7 IR 55 o AR RN = BB EL B, B,
A M [0 R A B TR R R R . R
WA, BRARS mEERAPHERRS S
WA B R 45 2, AU 0 1 R B T T R T IR
5 o A B OR E Ry o XAEET R BAE 4R 1 R A%
TR B IE ) 5% W) SR B T OR . b — b, A Y
F IR TE A N R, K BLEE A AR AE 26 5% ) (fu 5 [l
ST ROR 1 A2 K it )RR £ RS (R B 0 VAR A
e A ) X R E PR A W R AR
LU 11T, KHURANA et al.™ % B 15 Az 56 45 76 4% ol
HEFRNSWREZBEME ., SELTIRS T
HER, Z2HEERL LRSS HERSL T RS R
L ) S 2k R R SR, LW A AR R R 58
PEF, WA (5 B R T IRIF IR & R TEREL T
MERENE R, SA5HAA 2NN E, LIU et al.™
RIWFoE R, AR M H T EEBE M & L BT
FHOE Yl g B RS TR, BAS AR X
FBOH LR B 5 I 37 B R Bl A A B R T

SR, AT 5 7 2R (g B A IX PP 338 00 A R0 BF 50 4
KK G — 45 . JUNG et al ™ 38 5 Y7 IR %5 5 W
T 45 AN TR, DA A 2 A B AL X rh g 3 T R N 1)
T ARG 2R SR, A &3 T HAb A2 D5 15
T F 75 255 GAO et al.™ 45 A 28 M 55 5 it 1n) 45 50048
APEE A BT AR Y RE PR R b O R R T RE Rk
PR S FRE, B T “TIMMKRZ K M. HE,
RERDBATREZ KR RIEE L., LU etal™ £ %}
O SREF AR R A LIS R T AE B i o 19 B
Iy HT A B, HRE AR DS T DUA RLIX A R [ 4 Y
R4y, W B L SFI . b FniR R S

B T 7EZETT10 AT LAVE S S8 38 TSk AR 3, R P iE
] DL A DA B Y W IR 3k R A P SR AT N of 4 I
BT R 55 & .
1.2 HRHUIESHNEBERRE

T HRORAREE, 235 B X BRI ] B
AATH R & 5 EE M AL S . SPENCE™ LA 55 8 /)
T R, N kSRR R 280 R S5 AL 8 A AR
TIHIE 5 8 ., LLBRAR 57 8 1 Tl 3 b i A5 BOR X
Fro 28lith, i 15 B EOR M & R, /&K AT LA 4f M
I T 1 V) 38 R 55 5 2, B A5 A R A% 3 4
P o MR T B R B ), R —
fie o] 38 o P9 S R AR ) RN AN A S (n 7E 4R
VEIE RN 22 WM 2 B 54t 55 M as L R T4
B W ) L 8 T A S, NS A B R X
4y FFP1, CHEN et al.™ WA 58 2 B, WL A9 4L & 1005
SR ET WA T AT M IS . FE T A A
SAAE 5 R E AL P BT e, BT AT sh ik &1k
5 R AR A P W SEAT R o FEZR R LA Y
3E AT F B I ST A AT 1 B 2y K

H PP, M E . L Fie A RS, 7
3 R B O 0L 1) 3 3 A A A, BN T R S AR AT



5553

E Wy A5 BT A S SR XS R I2 DR R B R N T S AR R R 55

AR AE . LV TR S & o8 B, B R e 2k
FEEMELHERE, HREEdEL LG AR, &
WS . (BB TS ERG, AR
2R 38 5 W WY 28 5 47 9 Wb Ak X T WL AY, 43 R i ok
et DX H At B 5 AT o KR B AE R S AR 4R At
T B SR R B R w LAY 7R 4R O AR A
PSR MPEISIE M, HEALOM S EZH
[ AR T AR #, DUAN et al.® iz FBX 37 )7 B2 23 M el B AT
v B, & BTE 2R 10 R A I JER BT[] B S L R e 2
B A, HIRT LAE i 5w P O 1 i 1A) 5 R w2 i
Ao I8 JH U A0 B, ZHU et al™ & B AE £k O AR X
T Y 5 0 B 7 A AR AE N 2 R AR T AR Ak,
TAT A9 76 286 1 8L L I ThT (%) 78 48 101 A8 ) B K5 A0 SC AR
S0 e B X B W SE 2 [ 5 P AR ) 5 H A e £
Wi, & B & S %A B A IE R, B RS
R R R o

FH P IR AT DL B 2 T AT s g 4L &4k 1R S5 1E
W SE P, F= A AR 2R 2 AT . AR TR R O R,
EFraimtsGsmanEEEsms, BE
FEFE. BT ARIEM BT, CHEN et al *™ ¥
A6 2R 101 R B 2 o B RO R X O, R ELIE
T A R 2 ) i R T 2 A e, i AR S WA
B, PRI 0 B Y B R 2 N AR 7 A
TR o [ I, WS 2 ) iR R50R BE AR 2R PE 8 S i
) 8 T 3 5 . kT AE 4R S5k pd DX T AR B %, CH-
EUNG et al.* 3iF 52 7 fpkk 2 4k 5 5 b T 18 2% % W 3¢
BIIE M2, B3 F17sh it S0 S1EH 5k, %
EHHABEHRESSEML VNS . E—2H,
THIES et al.®™ 2 f& i 8] 2 2, & B W€ 2 2] 4 ) I AR
Pk, R DA HERRA .

L PN R BRI B 2 0 Y P
BF, &A G BB A PG, P A Rk Y. Sk
M E RSB RME, WS Hae R 8 HAb A o
E K MAT R, BT ISR EE . &
i, 2EHEAT A AN B R IR BME ) . ZHANG et al.™ %}
JNEUGEER T 3 B W SR IR SE T PR R BE AT O TR A
RGN AR Hig T 00 D0 1 £ 5RO R AE, A& 5 U Y
MAXFR EEES, FAZEA S TRAERRITNE
A JEH A B AR

& Z RSB EEMME, IRESHENEA
T 22 34 3 A A ST (R AT ARG SR Y, 4 BT L RE BE 4 S
K T2 HL BB R BT % R 0 1 255 T R 0 B ]
WD E BRI R, B S RS A A 2R
5 B T 0N fa R 3k 1-fY F AR SE R T, TONG et al.™ &
P #1232 B 3h Dy R S 803 R KR B T R, B
B EETNERA LT DR ERZ
DL M, A AR fi AL IX H B O IR 45 4 B A
MR & w7 B A I8 & Kot T w1, w0 I
BT A AU, B Bh R e IR

SR, b IR 45 95 2% U 3R 5 7 0 T B SRR D
B A 3 T 77 5 T8 B 2 5% A0 T 33 45 98 X DA A5 55 216l
M5k, FE, BFxFHESAEESHHEHE
IR R 2R TR —RE, ¥ TEREELS

A = ) di Hh O8I FE B D o A R R A X
PAMR 55 0 £, M7 4 TEAE IR, BAEE
2y A e T BT MR S5 BT BE AR AT LA B R Y
TR 38 AR 36 J5 2, SR A kb R R IR 55 BT AR S
i1 25 [, INBR T % 28 SO S 2D R R 55, R AR R
A DAAR IR T S 2 A AF 2 B I ) A 0 3 Ty
A, 39 I T R o A g R A e A5 B T B A
HEF R RIE, REASBAESEM . EAE
Xb A 2k e 55 UG B R Rk T BR AR AR R IR 55
JaE U, T AT 9% U2 LG G 9 UM 19 1R 54 T
AT 58357 J AR 90 D S5 9D IR 55 2 ) 1B A IR 95 o
AT o A ST HR AT B v 3 I 0 R 5 AR Dy — i 2
TAT S B A ARG T, X T IR S B SOAR P ) IR 57
R PR H AR M2 PSR AR, B N . [A]
W, 2 At 2 A5 5 Z 8 B9 52 AR T, W58 2% i Ak
IO 2 A5 il 5 AR A 2 T AN TR

U TIOR3 i 55 A% I A 1] A 25 ] g BR A
PR AR 7 D7 A A I (8] [0 52 580557, TR, 0F 507 3 A 2% 2R
I 0] 5 R A 9 SCA P )0 T B R BT IR 95 B0OR
T S B L G A ST RO A AN 3 A ) LA
HEE L FRE, BFFEES IR R T X TGS
5 3% 08 2 [0 4F B A, o o F 5 B0t AR OE Al
RfEZS%

2 RREIR
21 fEBIEEURBIUNEEXARASZHRIFRN
=)

FRGFF 5 25 1) B 9% SCAR 5 10 IR 55, 4 AL 0l 21 4+
Pl 25 G B IR 55 S e T B A TR B R Rt iy =
I T WU B, DA AR Rt i B B o AN R T 3
SR A, AL EREAXEFRS ESRREE G, A
PEAETERESE., ERTRERS, FLE
I7 IR 55 B B R o RE X T SCAS R, HL TS AR
K E 7 2, (5 B AL A TR TR | EA, Y OR T
s — X — RS MR EETR, BA SR OB
PO, AR A S B E AT, RSSO
FL T O R T B A MR 45 R, SR RE 4R R Ok
W, BETRBEREIEBIEE N EALS
HEAT SCAR Y O, AT B, B R Lk R S R
AT LSS,

WEENE, DAERFERRHEZ A, {5
5 A EAT B TS ), A% 3 R R AR IR 45 A A AT
M55 o BT IR 45 47 76 ™ B 1 15 B R SRR, B2 97 IR
F A T REAWEERL ., T WAMNELD
TR 36 47 20 1) 0L 8 2% =7 2 4 7 R 45 o o 11 B B4
P, o A R RS G LT, AR L R R R
A T 22 JAS ) S HL B 5 IR0 IR 5, DU AT A Sk 2 B AR
IR 45 R B S S, R KRN SRR A
- I NI W= G N~ 0 1 O (I R 4R
W3 23 WO B AR, B DL i OR  E A S i R
&, S BRI T, I B G2k SCAR IR R 45 1Y



56 IR 2 (Journal of Management Science)

202149 H

H, U S AF % (4 H 375 % 1 IR 45 e A B e 9% SO
TR 55 7 R
22 (T EBIEFBHRBZIEELO0BNREER

AR FRFRSFEA, LR X B E IS
TEZL B WHZ, BN EE LR & T
o2k L) JE R B PEIS, A E R . AT S e
WE MRS F&i, E4L O M2 EmEERS &
B A5 S . SHUKLA et al."” %& 0 24 i 8 & 5 K i,
HOE S T M e M A B A AR A B
B E AR . B, AR T B 3 g A K
WHE 0 AR, B ik B 5K 2 BOgHE 1 s AR ) B L
R g5 TR AR R R L RS T A AN i
BN,

— 7T, A S R S AR DT BE AT
BN o A B R 9 R G L 8 Y BR A R S5
MG 5, BEAR TS M i 3 3 IR 55 19 4 A% —
M T T 12 H S 9, DU S R A 2 il 2
AL T 5 TR 45 R e T EG N B A IR 45 TR AN AT
[ B, o B0 A5) 3% PR G 0 A 3 oK, R T B A BE A X AR
B AR Rt B IR AR Y R BT B B T b
9 I HE 1% L RS BB R RRIR L . PR, AF R L A
Wl SR O AL A g5 R 5 S R
—E R . AT TR E R EZ A, B
HAE BB B /0 Y B AR s T AR AT 9 e A
WEEABRNRERS.

Oy — 7 L A SRR R S AR D T BE R
A OH AN o FE R G B SCAS ¥ R G G SE el
Bl A B R O U G R BB R TR AT
PUSESCACE I T fg i 00, AR5 H & i) . TR, ) 9%
FL T 5 A U A 3 1 P T R I Ok R R I 5
BBk & B, A B Tt ar BB BTN, Wik, X T
FELR D RN Y B A, E S D AR R I s A SR
ST 2% B IS W SR, SCARE ) B A W oK B A8
%o B, AHESE 4R A e AR

H, A 76 28 0 A8 1K 1 B A, S0 30 A5 2% e 3
R 5 R AR 2R 10 T4 Y B AR S 3R SO R IR 5
T 2R 5 1 5N

H, FHXT T 76 26 F R AIG Y B A, S0 30 A 9% H o
W) 55 0 TE 4R 0BG T B IR AR AR B SR I R R 55
R A T IPN

3HRABE
3.1 ARER

AR 5 3k B B — KR IR L B & T R BT
5, EEEREPTEBERNERMEITEE, 80 Tk
B H B AR, TR BOR X AR (2 2 R AR g
J7 A AR 2 5% J7 . % T B AL T 2006 A, R
B EAANNET, SCARK M, BiGEI, WY
s, Wame . ANEAT)E B ER . 2008
AE3 AHE A EAEAN N ETRMTAAEE, FFEA
N F2 0T B A AT AR AR SCAR W)L TR L T
I 45— RGN MR 55, B3 & A Rk SCE L T R

a5 BFE H S, BE T LM R A, KA R
WL EALYRREM . WE20214E5H,FAE
WSRO A 9 678 K IE L B 1Y 813 068 i IR A= 15 &,
A5 4 451 484 i fB & 4 52 W 1& & W IR 55, 3 006 179
(R B RUREA D) IR E R
3.2 HRBUFNERBIRE

& Bl Python X 14, >R 4 W 35 [ 2006 4F 7 A A% 51
F20164-5 H, kA Lifg . L8, Bl 3 ~ammE
AEE RN LA ENEE, A FERE
BRI & A B SR S, B 3 b XA PR A R
B P HRETT 2R M IR PG X BE Y R TR 22
o RERMEWT: |, @03 M8 H 18RRI
i EA, REERFER . BFEFEMEAFRE. K
W, Fh— A AR, RSB CE T M X T
TR A N B U B A, SR TR R R Sh Bl , s
RERMMAEERERS . LR CHEFH
B Ja, WU B AR R B Y ME — ID () 3 in 25 5 1Y 1D),
H A BB #8 A B LR, B ] B SR

SCAS 5 i) 2 — i S AR B BV v E O G, R R
W AE AL O, B AR B8 E B, B AR AR O Y
][] & % i) . 2009 4F 9 H | 1% & i A 2% Bp E [
HE WSS, WS iR SS . JFaE T A AN E T
B AR AT LB T B &I, O B 8 A T SE HL R A Y
B g E A s R RS . BT, 13% M E AT
TR AR SS . B, B P s B TR I R,
WEBIRIEE . MEMAHAG A RERR . A5
BRI RE, BAE AT, OF A OB
W 2R S A 10 2438 35 ) . 90% 13T BAHR S 2 KA,
T G I ] — N 10 43 b ~15 43 B, —JRTE 3 RN 58K
WG o AT RRE QA T2 B0 48 B AR Y HL TS ), S
HRETHBOE W, v DL IE 2 BUR R, AR 3
ASTAEH W2 B, W08 L RE IS B 12 B T Y
IR, BB R WARN R AR . £ 1 XA
5 ) RN B S ) R E L AT SR O NS T AR T A

R1 XABHRSZNBIEEDRSOLER
Table 1 Comparison of Text Consultation Service
and Telephone Consultation Service

SOREMRSS  RIEE S

Wi B@N W

BT ES e )25
W70 a2t g, #izy
i I O AER AHXT 2
AR .
I'ﬁzﬁ Tﬁ &{E‘E Z‘Fﬁ( =]

I H PR TS ORI 55 R — A BB R [ AR SR T
AT LA oA s ST HE U ORI 55 5 SCAS R IR g5 R R
SRAEGHROC &R o FE4fE G % R IR 55 Z B, B H



o551 T A5 TR T B SR A X FH Y IR0 D S G R I - TR S A P G 57
R2TBERY
Table 2 Definitions of Variables
75 i 44 R AR AR e L
[R5 AT IR B E TR Ntp,, i BEAETE ¢ A B SO R R B
s o AR, § RAETE ¢ H X2 A2 /DR — ) s Rk 45 B
IR \\/Q
FEL T 25 16 AR 55 IBOR SR 4 Tel,, 1. A0
AR EL - Y N ST

- b e T o S B Pos,, fj{u%ﬁé‘ E%gﬂow@ﬁ 2 J5 AR TR RS YA

pexsqupiil Wom,,, i AR (1) R r R E 5L

BR AR5 R Eff;y i A E (DA B RIE S

Te [ RN E EA IR o . X s

TR Dte,.,  WEEDH i BAFTERE CREIEE RS A 5
P Ny "

S PRI b, MDA § B R ORI A B b1

RE L AR AR R AL LIRS . SURE
T R R TR A TR, — R A TF AT LY, T L R
WHRAEMX S, HGEE R REWMAMICTE. Fe,
SCARE W)= A, B A A 7 3 00 B R 2R AT A TR
AL T T ) I 2 Y, S A A T2 A T P S B AR 55
33 IRBIKE

ARHIF 5T R FH AT 25 43 A5 A0 48 T B A T 800
AL a] [ 5 Ak, W S0 e B AT 2R A O A R R 45 0 R
X SCAE WIIR 55 B E TR, B e, 3 2009
5 A ZE20104F 4 AW g, H AR EE A& 2009 4 9
AmcFENANFEIWEA, L1303 VEALA, B %
SRGRMERREEMB EEL., A5, EIH
T 7 0 M 55 4 S R R IR IR 45 3 oR Y R A AR
RS E A, 3 68 fr PR A, A I B L IE IR 55 3 SR 1Y
AR NSl d, 31235 A

2 B H) LA v BE O BT T IR S5, B
2H 55 52 0 2H R A T RE A R A T 25 S, ME DL 2 AR
2553 19 - R B OR L AR BIF 5 ik — 25l AT 1] DC i
343 3% (PSM) 1 I [+ 0 1) D BE 45 43 % (LA-PSM) X 4%
Tl 20 55 52 06 20 A B A DG G, o s 4 5 S 50 A1 I A
TE B 5 BT R ML, SR ST S G S YRR AS A T Ak B
B o
34 BTENS

AW e AR R B IE R R AE-A By, dt
15149 S5 MME . PR A ok R 3 A5 0K, A8 AL 46 BB
RAHCW AR EL DM, AR IRBRE . mf %,
Ar R A B L3R 2.

KRFHEL O, h T AL @A X KT
Sl S TR 2 S E N R o e o =l ST % 1 B
T S BRI (5 B, Bl 30 IR 4E B £ 0 T Ok
MR PEAEMAEL DM, HAASAEHERMERT, B
TP B R SR W E A, sl EE RS R E
BAES .

X FBEASS R, AE B AR 0 1 I TE R,

AR A B A B B B R R IR, O B
RIFEFENGHREERRERE . Wik, &0
PAAR 7 i iy i 530 1 B2 A 0 I] 5 i W R . s o) LAk
ORI oL, B A= ol 2 J8 3% i i) M 22, fQ3 IR AR il
EESRELY.

S A RO T BN I TR R W B H B R g5 R
A HE AT A N E SRR S A A E B S, F
JEEN B AR 2 s PO B D, B A A R R 5 4
ST, PR e AR A A BT B DR SR o A A
DRk, [ o 3 At B A A 2 B A e B S 4
[, i B AR A AR IR A A FE R A g 4R i e
A ) R ORI 55, R AT SR W AT B
HEHRKENZPEC LI EDANENEE, £
Rl B8 75 B Ih AT B S I R D i R = B
22T 30 S IR S5 B B AR O G 9 B SCAR T i ]
T T B BN  E M, DL (8 5 22 iE
.

TR RMM RS TSR, PR AE
SHiB A R EMEA, BAREZ D AE 45 3
B .

R BARERITER
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Table 4 Regression Results
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Table 7 Regression Results for Heterogenous

Treatment Effect Model
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Table 8 Impact of Telephone Consultation Service
on Patient Demand for Second-time
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Online Consultation Decision Making:
From the Explanation of Signaling Effect
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Abstract: The penetration of internet facilitates the digital and intelligent transformation of service industry. Leveraging multi-

media technologies, instant communication tools, such as text and telephone based live chat, are increasingly applied in online

communication and service to improve quality of service. As a type of professional service, healthcare service involves severe

information asymmetry. Online healthcare communities connect patients and physicians via multimedia communication tech-

nologies which helps reduce information asymmetry and break the barrier of geography. Therefore, online healthcare com-
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munities are conducive to improving health outcomes of patients and mitigating location-based health disparity.

Our research investigates the impact of introducing paid consultation channel on present consultation channel in the field
of online healthcare service from the perspective of signaling effect. Leveraging a natural experimental design in a leading
Chinese online healthcare platform and on the basis of difference-in-difference model, our research studies the following re-
search questions: (Dthe impacts of paid synchronous service—telephone consultation service channel, on patient demand for
free text consultation service; @the interaction effect between paid service channel and online word-of-mouth (WOM) for their
impacts on patient demand for free text consultation service. Moreover, for mechanism analysis, we study the heterogenous ef-
fects of these two types of signals across specialties and patient characteristics.

Empirical results verify that receiving paid synchronous telephone consultation service requests, as a type of social in-
formation cue, will trigger more demand for free asynchronous text consultation service. Meanwhile, there exists a substitute
effect between telephone consultation service requests and online WOM when signaling quality. Results of heterogenous treat-
ment effect model show that for chronic and low risk disease patients and repeat consultation patients, telephone consultation
does not substitute the signaling effects of online WOM, which suggests that telephone consultation service and online WOM
signal different dimensions of service quality.

Our research extends the impacts of channel integration and social information cue to the professional service industry.
Specifically, our research investigates the impacts of integrating different instant communication technologies on patients' on-
line consultation decisions in online healthcare communities and studies the interplay between quality signals. Meanwhile, on
the basis of physician-patient interaction panel data and natural experimental design, we make causal inference on the effect of
paid telephone consultation service on free text consultation service. Practically, our research has implications for platform
design of online professional service platforms and paid Q&A platforms.

Keywords: online healthcare community; paid consultation; online word-of-mouth; service quality; difference-in-difference
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