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WS AT IR G20 (B S A, 2021) o AN RE A B 3041 22 4[] 5 g ity (SO LA R 1) 25 5 ) A%
FHBT T 28 B — IR SE A AT et 1) 22 57 (B ) 22 S48 R R S 6, REA 22 57, A
] T o 2 S5 ) R R, OB TR B B3l 1 (IR DDA, 2019) AR SCRE IR 9 8 e S
TSR BT 28 AR it T8 tH L 41 %00 3278 20 B8 2647 1 SRR 2174 (Shopify Plus,
2018 ) o ANHff 2 T TE AE AT B R MR B2 A% = 2 N (GRS Dh A6, 2019) o BRI i B i
ANTHENE , ISR 2 W SA Ty R A R RO & A FE A Z — X — H R
TSI, U E e TR i PR B2 2% 3 5 AR BRI 9 W SEAT R e AR 25 7 o R R0 ok
MR BT 28 SRR G S WA T i 22 5 TS R E R 2 CEE,

KTIRTAYSCHR, FEAE T THIT— MR 0247 0, RIS T 5 i R, BRmT UA
YRR AN T T o — 7, AT T IR AT A IR B R K, 45 IR 17 UK (Janakiraman®s,20165
ZhouflHinz,2016; WalshfIMéhring ,2017) 5153l (LeefY1,2017,2019; Ertekin®, 2020
ShehuZ§,2020) 48 18 (Akturk%F, 2018 ; Narang fllShankar, 2019 ; Seegers, 2019 ) 4 i 4
(Rao%§,2014; 5K X5 FITK 4516, 2016 ; Kaushik 55, 2020 ) 55 ; 55— 5 I, A& T IR 52 )5 AT 9%
FAT BT TS, 45 W4T 4 (Petersen fllKumar, 2009 ; BowerflMaxham, 2012 ) i & & LA
K 11 (Walsh#1Brylla, 2017 ; Sahoo%F, 2018 ) 4 . B AR ¢ TR B W78 CL S = & A (H K
FTRIEEIR SR AT LA = 28 3 12 Web of Science . Science Direct . EBSCOZ: g 218 &
BESCICHR , DA L R 48 2R rh SCOCHR , AR 2RI ) 1255 B A 198420224, FILNI A sl 0
Hiin] 5 A “product return” B iR U A I PR, Horh ih SCCERK 2ok TR FCSSCH I
SEILR IR AT IR SCEE VS B B R R BT R — R SRS A SR AT, R R A EL
AR BE A R AT B 4 SR mg 1B 52 47 0 (Gallino AllMoreno, 2018 ) 5 — & SC % i 1 A4
Hotelling #5781, #5505 5 1R B2 Al e DL A i w2 e (5K 57 46,2019 ) s i A — s SCE ST
FUARFHTS , 80T 10 2 2 WA 1 3R W P AR 330 1) S iR 9247 S0 A8 i B 3 PR 25 (g S 5
2021 ) o IA WF TR SR W AR D20 R 17 T 44, B R SR s P 1R B A9 SR Bl PR 28 DA SR 4ol
Hrivsgnme , ZA0 1 B PER 57 A] BEIE 3G 9RIH 28 4 5 Al S R HLEs AT T ORI PR B2 7F 2%
R HA 5 A T AN R A A SEA Ty, JUHR W SRR R R A 22 57 6 Tl M 7, %
FAE S AR R B LR AT & P A A% O BT AE , B G R B AR SEAE T (RPN A
2020) . I, BF5E RIS MR G2 2 5 ARIR BRI S 7RIS Ao B 25 S, MR S 3
WE X HX TR A& i iz S B EA EZ R L,

AR 3 3 7 Pareto/NBDAE Y i A BIMS 5 R AP 58 SR PR 1R 527 2 5 AR B2 TH 2 & eIl
AT Ry (WA SRR ) [ A 22 57 5 [ -t 7R ABE A8 rh Jim A S8 St WA S5k — T 5 728 o, R A
SR SEAT M R 25 A AR SC L 20164F6 H —20184F12 A IRZEF Tl 5t M 48 B R 1)
TSR ST G, SR W AT R s , A5 SR P EIR B2 285 S5 R IR B IH 2 3 K 3
FIR I B 22 57 SR LS R - M1 BT 2% 2 (R SR I 2 i TR BV 9 3, ELAR M
R PHH R E MR W IR T AR ST 284, 1 ELAE i R A 1 28 S R SEA T I LT, 3R
W MR BT T % 5 AR GUIH 9 B W SEA T oy (W SE RN AR 38 ) Z ] 1) 25 5 LU AR AR A S S 2
SEAT M BIIE LT R

ASCHY FEZRHN B, DIAE T 28 5 1R 52 A 3 i A R iR 58 AT T AR S e o A 3
RINHMEMHAR BT 2 HAT R W SR ARG, BSR4 1R O HAT B RZ ), 3K — 47 i & B0
U2 A SR 1 SR Z Ak YK, A OC T ORI MR B i 9E 2 Al iz S PR AR B L R
AT A 2 3 T IR B AT A o AR SOOI B 5 A7 B TR0 SR I PR BT 7F 93 5 AR B2
PeB W SRR R 22 5 40 T R MG R BT R s LA o P, AR T e AR AL i 1 g

INEZ G EE T (FadkF o)



R, AT E BRI EIR G2 9 SRR DU 2 W SK R AN R R A 22 57, kb 1 SR
PR GTARSEHT ST GURITUERF T A R i, AN SORFTH 2 2~ BE 5 L ASRIPEIR ST1f 5, A
BEER T HRMEIER 5T 2 -5 ARIB ST B W AT N 2 5 N AENLEE i B & T 3 o
PSR

—. BREMEHRRREIE
(— )H P~ Be

] PRI T HE 7 Al g IRR LA T B R s fERY i & (Livingstone,

1999) , J5 R N FH B0 B2 ALHE2 JE P8 1T 5 S (Mehtas , 2008 ;30 /KR, T %
[1,2009 ; JE1E F1JE#H 5, 2018 ) . Ward flWackman T 197 V4E3E i T IH 2 &% 2 Hig , AN TE 5%
H NSNS FH S SR 45 A el A b 3 3 BRA S A i b A L, AN 20 R i T 2R B R el B
A8, Se 5 HASEAT R o T 23 38 4 2 2 ARAT A R T sl IR 55 AH DGR (R 50 RN B, RE A RN )
b R PR S AN P AR A SEE Bl 58 i (Dey 45, 2013 ) o 1 2 35 i ik 2% 2 s B i 7%
BAS (F045 2% 22 A T2 >0 A ), 32 5 b BB (Villas-Boas , 2004 ) , 72 A= i A2 5500
(GoettlerfIClay,2011) o 14 %35 27 2 AH A G KAl )™ 4 (Wilson$,2021) (I 28 & ViR

(Lu%:,2014;De Langhe:,2016; HefIChen,2018) 432K (Gu:,2019) 7= R 44 (Steils,

2019) i fid H (Dey, 2013 ) 5E L5 i .

AR SCAIFFE ) SR PR 57 2 2 3 T sl £ I S 22 1 o TR S g R 20 7 s M 1 ik
B R ARA R i R R R0 102 ) i R Al UL, A SO T 2 3 25 2 BRIS  BET R PR
PP SRR THH T AT R (SRR AR R ) 25

(Z)IRBE MR OTIH 9 3 5 AR T P W S 28 5

TH 23 2 2] BRIV TR A T 23 70 W S RNl FH R it ek R v, S TR SR b A DG I 2R 5
fift I BB AEAR B (A TR 40, 2008 ) o 3% Le5 BAFAELETH P2 i As i K B T 5 Ml T 9%
HIGWAT R 2 (15,2005 ) o T 2 a2 > AR5 00 75 i A B BB S AL A it R v
A E M (AndersonfliSimester, 2013 ; 25045 | 2020 ; 47 SCAEZE 2020 ) o AR A 13 A5 H A AT
FEME , ALREE IR T 9% F A9 FEH4T R (TangMLin, 2019 ) , 1 EL SR =5 11 2 & A SEAR T
(Griffis%,2012) o B i il SR W2 — P I 2 25 A ) o R v B AN o PR R AT 3T B 0T
22 0 45 1 8 T PR A A 2 R LT SR 2R 2T AR R I RN B R, TR A R R
i) JE P (Kamis&5, 2008 ) , LA R 9% 2 W 1y 2ok 7 o R AN 12 o

TSR IR O T IH 2% 2 1 R A A ) S, ISR 2 ) R R SR MR BT o
WK AN R R i, AR RIS, bz 2D PR R 3 B R B R {5 R o i 26 {5 R e

M 2 T B 3 X R P ) BGRRR BE , BRI ) 1o A v B 1 A € 12 (Anderson Al Simester,

2013) o T BT ] TR0 e O A5 S, TR AN AE 1945 R (Fox Ml Tversky , 1995) . Ui 57 2%
) B 0 o AR B R AN AR, U A SR vt ) S AN AR A A
23 b A (MattFiHess , 2016 ) o FHEE T SE— 4 R A AR G298 9% 2, WA SE 20 R il FH Y
FEmEEIR BT I 9 AE 2 > I A R 2 R R B (RS, B AT B S A R o R IR
P e AN P o PR, AR T ARIR B2 T 2, SRS MR B2 T8 2 B A s I SE 38 BE T 1L |
ST, AT DL R

H1: SRR T H 2 2 B WA SE 3R 2 5 T oARIR GUIH 2% 8 A SR

(=) R HEIR ST 2 SRR A R R 2 7
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2B T — it R i R S5 B R R0 R R, P REANE T At R, 0 SR 2
%ﬂﬁ%m&ﬁ%%&$ﬂ%2ﬁ$hﬁmmm#Jmﬁéﬂmﬁfﬂﬁﬁfﬁﬁﬁﬁﬁ
s RS, AR AR SR04 ot S M I8 AT BEANTE FH T JHLAth, ol BT 265 90 9% 25 SR IR AR o 2 > miiAs
T B T S A0 i R T B > A R IR 95 AR 2 1 AR (Kim 3§, 2004) o 2K F3 1
AN T AR B 1IN B 2 T B0 2 A% A 3 o an SR B B R 1 A A LA
390 B FoAh 5 A SR 23 TR (Jones 35,2005 ) o AHOCHHSE R, A8 AR 038 fin 2 B i T 9
At LS (Villas-Boas , 2004 ) | FEAIGTH 9% 2 Ui < 38 (R NISE, 2020 ).
TEMEMER BT 2 38 i WK 2 E R i, 2 ) AR B S AR A R MR B AR TS — 1
Tl i P AR BT T 2, SR PR B2 2 7527 ) 200w S B MR B A AR A s T 2
(] G 7S5 A R LA O 1 9 0 2 AR o T B S A B o BT A ) = B R B A
ST REANTE T8 8L, X B T Pe s MR A C SR R AR it B (5 B T BB i 7
'Jﬁ T R 1R 2 2] AR (Kim 35, 2004 ) o 27 > AR IS 15 19 2 25 BUAR B Jn 19 9% 35 1)
EERE AR B 1R A e % AR S RT3 e s 300 HL At ot L 488 3 T 2 4 JEBUEE (Villas-
Boas, 2004 ) 7= /4= i B 5 2500 ( Goettler FIClay , 2011 ), MR AIGT 2% 2 3 2 5 (LR RI4%
2020) AHF T ARIB G IH T3, SRS MR G2 98 5 B 5 (0 R A, DRI T B R S AT L S8
JEE L R RO ik, PR LA ORI R BT DAL AR S 4 DA AR
H2 : HREBE AR IR B2 I8 23 AT e IR T AR BRI 2 3 I e 3
(PY) 22 S M S ) 9 9 4 P
A8 S S W SKFE T B A — A8 85 7 A W 3K 22 R S AU R o IR 55 1947 4 (Kumar Al
Venkatesan, 2005 ; = FNI5E, 2020 ) R, 58 EE MG SEATRE A I8 /D Al 3R % 2 H L4
E A AN T A L 2 A E 7 (NagarFRajan, 2005 ), 1 HLG 9% & 0 (BRII5E, 2003 )
T 2R Ay R (B ( Venkatesan FlKumar, 2004 ) . 114 3% #1432 47 4 (ReinartzflKumar, 2003 )
PG Wb 2 %) T [ S PRIk, 52 St ) S XTI 2 2 WA G S4B e Rt R R A o R
S AR SCREARI B St 2R SEAT Jhgoxsd R Rh oG R AT 35 VR
B8 S A A AL S22 91 B 5 T T it 1) R T 2 R S B8 S R it ) i AR v, 2 20 R
FREAIR] SR A DGR 230 A P RE S5 2 o AP TEH S 1A R 6] SR i s
PE(E B, REOE AN 2% & W ) A rh AN 2 e o v B Al R BE IR AN 1, AN RE RS 2
ﬁ%%%%%%%ﬁ%fﬁa B PR T T A AR (Matt T Hess, 2016 ) o HIAZS T84T 158
A W SEAT R BT 2 A 58 S R SEAT T 2, e g~ S A R A 2R R i i
Eimu,f%wHWG}jfﬁmiﬁﬁ@#W%%mm)Iﬁ%%ﬁﬁﬁ?mzﬁm%
AT 28 SN S AT A TG o W SE 2o A e T DA 2 20 R SR A T o R A
ﬁm%%ﬁﬁﬁ@%ﬂﬁﬁﬁﬁﬂ%*Wﬁﬁ&Tﬁ%ém;WHE%H%%@@ ﬁ
TH 28 WS 3R VR PRI 553 o R , 7R 3k 38 S 2RI SEA 7R T 9 5 SRS MR B 3 ok
R VEH Z RIS R A 25 AR 280 . o T DA B e, AR5 4t LA R Rk
H3 A T4 238 S 2RISR AT O BRTH 2, AR 038 USRI SEA T o BT 2 v, SR g PR
WA 338 5 ARAR B F WS4 ] (1Y) 26 R T 4
A LA SN SEAT Ry BT B, A% B A 9 85 7 0 AR v T 180 238 S SR ISk A T
R B IH B CRIFNIAE 2020 ), He i B I8 RE L 8 T 380 A8 SO W SEAT R T 2
(Reinartz5, 2008 ) o FHE TIA A8 S W SEA TR T 23 , A 2ok 38 SR M SEA TR (T 3
TE5 ) 2R 2R R R PR B A AR b T &A1 TE 2RI Ta] DR S5 A AR g A T

INEZ G EEHE (FAd4EF o)



1R AR R 25 JAR o AT 3 B8 SR 2RI S A T DA 31 Bl 2 SRS A S 220 R U I, LA S R
JREAR BRI R T A 2 25 AR AT IR, DT i v A8 B2 1t R B 50 ) RE T AT PR, IR 55
WP AR BT RV Bl 3 O R A T 583 o PRI, A o 58 S 2R KA T O O TH B 2 v, SR
BT GARIB I Z AR R 22 3 AL HE T LU LI AT S8 1 AR RisE

Ha A0 TR 38 AR SRAT M RTH 2 2, AEJCAS SR 2RI SEA T A I TH 93 b, SR PR
PEH R G ARIB I E TR AR Z A ) 22 5 W] I

25 LA AR SCEESE T AN IE TR BB SR

XX BRI E
H3 H4 ! :
- ; WL i
SRR B | |
H2 | i
o k= | |

________________

|E%U§§: KABZIRE. TR, RESREE. R {EaEE
B #aEs

=. BRIt

()RR SRR

AR SC LA T8 50 85 1 7 it RO 2 8 RS 52, B R VR T L DO 24 4 5 A S I S AiRBe il
ZAME A B I RS S AR BT AR AR AFRE PR B R SE . A 7RIS A
Bt LUK A MV AR 2 BT LAY 9% 8 S rhols  SRIBUR -0 8 45 D7 =X (N SE AR R SRIBOR L FR i/l 9%
B 2 ) FETHE A A RS ARl i 5% AR LT 9% A B AL
HIUE20164E6 7 55 —IRAEIZ AL AP 950 00044 1 9% &, HEBR AL % — G 62 11 2 5 &
SR G RIA39 42744 e T 2 21544 P B AT i R AT R, 37 21248 T 7%
FH AR A, AR X B 28 H 20164E6 H 1 H—20184F12 H 20 H 1] (I 3% B 5250
S o L WA S SR AR A FR W SE S ] W SE B e S R A IS R i S A S
K it (B8 Bl  F I i ) 46 5 1R D2 10 SRS A 6 R DR A I] R B 7t 2o IR B 7 it i 28
L MR B TR 2 30 A ISR SR A SR IS PEIR 5T SR SR sh T AR
2SN S E i A L, R RS IR DR SRR PR AT I SRS MR TR T, RIARHF 5
() F2 B [ AR 5 28 S S SE R R T B WA SEAS [R) S S ot I B8, RIAS T 5 A 9 9 A8
MR R, B R NS s T & RV LA 232 BTG s A S T B KA T
A (Akturk 55,2018 ) , PRI A SO 336 26 PR 2R A A s A8 rh (g4 ) A8 £ AR i A At SR 3 L3R

(W5

TH B W SEAT I A AR RIS 5 - B A ARG A S o A2 SR 2 s
S —F A AR RS sk S (F3,2019) ; G A RA8 I v E 540
REEVTWSLA R RS WA T R AR B AT R T B AR M K Al ™ i s IR S5 J5 W BB 23T
0o WAT RE 2 77 AR BRI SEAT Ol o o TR FEAE A 2945 50 R I 3% 38 W SE AT S RN R AT
Schmittlein%F (1987 )4t T Pareto/NBDF ! iz AR L 289 )32 i H FAE A 2016 5 F 3 2%
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®1 TEENRNE

A 75

W AU TH B W SRR
HMEEIR b THPF A L RIS ER 54T
PGNP TH O R A S AR SEAT
K IR B IRIE TH I R R R sh BB W)
PR TH AR R e A R
(RS2 e THPH 2 IR
FIR Ak 1 A5 TH 9 S22 BRI L 59 AR

T Gt RLEAA A H

BT NFGE (/DRI 4 22,2006 ; Zhang MIChang, 2021 ) . 37 1Y Pareto/NB DA Y B3 SR 512 8
R LA TR B AH AR 25 FERE T 2 2 WA SEAT M A B i, DRSNS 7840 R R T 3 K
1T W52 K 22 o Fader fliHardie (2007 ) % JEAilk () Pareto/NBDRES RU A T 1 el , BPAEA A rh s in

3 M ) S S5 G 2K R A BN S o A D728 £ 1) Pareto/N B DS RUAS (L BE A 4451 52 1 A S 36 A1
WMASRI R 2R, 1 HGEUE 42 = Pareto/NBDAR i 1) MR & (Platzer flReutterer, 2016 ; 5= FB NI 55,
2020),

A28 WA B 5 AR S LR AL 25T T G 290 & 0T 8 TR & 291 5t BRI, A SO % ek
i Pareto/NBDEAY (ST INZE W) 75 50 T, MG PEIR G291 283 5 AR B2 1 2 8 WK Z fnim ok
R EF Pareto/NBDRLR T ZAUFEUTT JLAH

(1T 25 WA SE U A S 23 A TP S R RIS R B X ABE 5845 B pR Ry

)
( : !)

TEARMFFE BB DB W SN IR S 73 4 G (y, o), I 28 a i T oy = ape
HESE o v A FERE [ Pareto/NBDAL AL B HL, e =X Sy fil A B BIMAS B0 ot W) SR 52 M 4 SRR B8 o X 16
SEMATE D i WSR2, F B G B AR i CRIEEIR 57 ) R 15 A8 5 (58 A RIS ) s il AR
i, AJEA I I R 2 0 R B, RV SCHRZAN T S EUE  WERAK T 0, Mle= A /NF 1, U
PR B 57 2 B W SR HAT 1R 18] 6 28 5 AR, QSR AN T, Mle X KT 1, Ui A i 57 9%
WA SIS HLAT 171 1) O 2R o AN, A5 X R T 23 R B SR MR B, Mo F IR S PR IR T T 9%
T ARBTG5

()W PEAEWI LR T 2 )5, W RE S DL —E MRS, I i e IR S BN 1 38
oA, IR AR 2% s B

f(tlp) =pe™, >0 )

AR RBRH T MR R RIS 3 A G (s, B), e IS8 B TR B; = Boe ™2
HRSE o Bo M FAih () Pareto/NBDRS I B EL, e =Y B SRy I A I3 o XL A 2R 5 M A SR B8 07 o X 18
SCMAE R S R N 2R, FEALHE A AR CRIEEIR 57 ) R 1528 5 (58 USRI ) il AR
i, BIEAH S I R 2 0 R B, RVAR SCRZAN T S EUE R B T0, Mle Y8 /NF 1, U B
DA ST 2 B AR B I 10 6 28 2R, QSR B/NT0, Wle X8 KT 1, Ui A i 5 9%
T AT 17 1) OGN, A5 X R I 2 R B R MR AT, e 8 F R S PR IR T T 9%
HHRBRTE R H MR RN ES

(3)ZHEAH XY (FaderfHardie, 2007 ) , R H 2834 ifE (0, TN R At x IRE & WK, B
Je — R W SE ] e e AR e (6, <T)BF 2, WA SEA T AL SR pR ARy

e M x=0,1,2--- (1)

PX =x|\t)=

INEZ G EE T (FadkF o)



A X ) ue(BX")
dedXi) 4 ,ue(BXi)
)\x+le(AX[_>x+l (3)

—(,\e(AXi)+#e(EXi))T
t XD 1 1eBX)

L\ pA,BXix, t,,T) = =D paePX)e,

M. SEELERSH

(— )RR ST KA B

AHEFERTE Fe A B EAT T R TEGE T 04T, B2R WAR2 AR B TR T REAS SR
IBBLAIIMEH0.056, LI 5.6% 1411 2 5 A i SR IR 5247 o o 52 SR 2R K B ¥ {ELR 0.074,
LA 7. 4%H998 338 A 1 52 SRR 34T 0 o AT e Xt A2 B HEA T AH SR 3 A o AH S 2y
A FH TR A~ i 22 8] 96 AR BRI AR E (R R BHAR, 2020) AEAHFFTH , 2R JH PearsonAH 73
B 7B A8 e [A] SC R AT 43 HT , A5 R W2 2 BRI, SRS IR B 58 S 2R 3K 5 1 3K
W EA B E e (0.311,0.341,p<0.05) , X EEAA AL/ Hr &SR-S AN SRR Y T 5
—#.

F2 HERMESITSHEEES T
A i B e 1 2 3 4 5 6 7
LI SEA IR 1.738  1.823  1.000
2 R MR T 0.056  0.230 03117 1.000
3AAREIE 0074 0262 03417 0.179"  1.000
ARHBBIEE 0776 0416 0.1177 0.043™  0.045  1.000
5 pFeRcR 0.022 0.149 03117 0.109" 0.117" 0.077" 1.000

6. B A 1.851 2204 0.9727 0303" 0455 0.105° 0294 1.000
7IRIEEEE R 0.823 1256 0.6727 0273 03877 0.266™ 0.295 0.668” 1.000
" FIRp<0.05,

(&Rt

A SCR AR T, 8 5 A0 R rh A A i AT 22 2 1 SR Aer g S g PR iR
GUH P 5 AR OB WS R R 22 57, DL R e SR RIS E AT IR 1R o LA
M5, FEAf TG ) Pareto/NBDEL U, | FH = (3) 4 B (ALK BRI, K- ol A2 et RN SR s PEAR %
AR AR WFSE 2T 9 3 B A A S S8 R 2K SR 1 25 57t o R HE, E k22 St S ) S 9) 4
PRI P il AR i SR EIR D2 AR i A S 2SI S AR i SR e P AR B A it 548 SR S K
AR RS H TGN ASERY A5 AC S S (R IR 5 VR SR A A5 R N33 R R34 I R,
TH AT AR AL S I R AR B, AR A AR, DA RAE AR I | A AR A A B, ALY
PG ROERG B 5 (—LLEUE B A FE AR o Xt 3% B3 2 738 N I 2% it A itk Ll ) Pareto/NB DA
A BB = HAG B

TERIMEE R FBEA (1) FIABEAY (2) S BERISEARD , ZEAR A (2) ol il i i s s PR 0%, 159
FEME AR BT 3 5 AR GT I P B FE W SR A R E 22 5, 45 AR AL (3) i . 43
WL RS R, RS PER 57 R BN 0.448 (p<0.01) AR HE B Y Pareto/NBDAR A, Ji 2% 4 F- 14

WISy MO S R BCR TERT , X BT /N 1, e I S

s
e X

B I SR 2 R T ARIR G B I SR A I R BEH AR B B
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&3 MiERIPareto/NBDIEZ(E 1T R EL

SR FARI(L)  RER(2)  BEAN(3)  ARAN(4)
FEARERI 28
\ 1.120 1.134 1.354 1.350
a 5.284 5.137 5.148 5.153
s 0.347 0.269 0.486 0.507
B 0.813 0.714 0.817 0.821
WSS R
SRR BT 0.448" 0.390™"
A SIS 0.345™
SRR 57 55 28 XSS S A2 IT —0.044"™"
MRESE
TRME R BT -1.071™"  -1.117™
A M -0.569""
RMSEAR 57 55 28 XSS S22 1 I3 0.442"
S IMALE A En = & =
N 39 427 39 427 39 427 39 427
~LL 64 638 61 694 61479 61 368

T RRp<0.01,

%%Muﬁ%ﬁ?’*"ﬁ&ﬁ? ISR T8 RECN—1.071(p<0.01) ARYE I Y Pareto/NBDAEAY , Ji
%%ﬂj{m?’iiﬁﬁ g ORMEER BT REO G A AR e P KT L, RIS

PEIR BRI 23 092 32 10 B IR T AR B G2 98 5 A i 2 238 DR, B H2 A B I .
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Does “Home-try-on” Work? A Comparative Study on the
Purchase Behavior of Strategic Return Consumers and
Non-return Consumers

Wang Qian, Zhang Hongchao
( School of Business, Sun Yat-sen University, Guangzhou 510275, China )

Summary: Strategic return is a unique behavior pattern of online shopping. However, the current
literature pays more attention to the general return behavior, and there is a lack of research on the
strategic return behavior. Moreover, the existing research regards strategic return as a negative impact,
mainly discusses the driving factors of strategic return and its impact on enterprise pricing, and ignores
that strategic return may be an opportunity to enhance the relationship between consumers and
enterprises. It is also unclear whether strategic return consumers have different purchase behaviors from
other consumers. In view of this, this paper explores the differences in purchase rate and dropout rate
between strategic return consumers and non-return consumers, and discusses the impact of cross-
category purchase on the above differences from the perspective of consumers and based on the

consumer learning theory.
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Based on the improved Pareto/NBD model, this paper takes the consumers of an online retailer in
the clothing industry from June 2016 to December 2018 as the research object, and extracts their
objective shopping behavior data. The maximum likelihood estimation method is used to test the
differences in purchase rate and dropout rate between strategic returning consumers and non-returning
consumers, and the impact of cross-category purchase on them through multi-layer regression by
gradually adding covariates to the model.

The results show that the purchase rate of strategic return consumers is significantly higher than
that of non-return consumers, and the dropout rate of strategic return consumers is also significantly
lower than that of non-return consumers. Moreover, the differences in purchase rate and dropout rate
between strategic return consumers and non-return consumers without cross-category purchase behavior
are more significant than those with cross-category purchase behavior. Therefore, this paper verifies the
positive effect of strategic return, reveals the internal mechanism of the differences in purchase behavior
between strategic return consumers and non-return consumers, enriches the research content of strategic
return behavior, and expands the application scenario of consumer learning theory.

The main contributions of this paper are as follows: First, it finds that strategic return plays a
positive role. That is, strategic return consumers have a high purchase rate and a low dropout rate, which
promotes the theoretical research on consumer return behavior. Second, from the perspective of
consumers, it discusses the differences in purchase rate and dropout rate between strategic return
consumers and non-return consumers, which expands the research perspective of strategic return. Third,
using actual shopping behavior data, it empirically examines the differences in purchase rate and
dropout rate between strategic return consumers and non-return consumers, which makes up for the lack
of empirical research in the field of strategic return. Fourth, it introduces the consumer learning theory
into the strategic return scenario, which not only reveals the internal mechanism of the differences in
purchase behavior between strategic return consumers and non-return consumers, but also enriches the
research of consumer learning theory. The results also provide a theoretical basis for enterprises to adopt
friendly sales methods and establish a warning mechanism of consumer dropout, so as to improve the
purchase rate of consumers and reduce the risk of consumer dropout.

Key words: strategic return; consumer learning theory; purchase rate; dropout rate; Pareto/NBD
model; cross-category purchase
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