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Abstract

In recent years, online car-hailing has brought convenience to people’s travel, but it has also caused
many vicious incidents, leading to a significant decrease in consumer trust. Therefore, this study ex-
amined the effects of different trust repair approaches on repairing users’ trust in online car-hailing
platforms through two studies. Study 1 examined the effects of three trust repair approaches on trust
repair and showed that informational repair was more effective in repairing trust than affective and
functional repair. Study 2 distinguished the effects of different types of information on trust repair.
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The results showed that information with specific corrective actions had the best effect on trust repair.
This study provides a clear and effective guidance for trust repair in online car-hailing platforms.
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1. 53|

BRI EL T EETEE RS, Lii— R B ESCE G G TE A EEE RS
F(Kim et al., 2006). (SAEMEIR GG 2 FAS [F B S0 7T SRAMEAEAT IR, AFEE#(Kim et al., 2004;
Tomlinson et al., 2004). 75\ (Kim etal., 2004). A& 0 (Tomlinson et al., 2004) . &% (Schweitzer et al., 2006)
J 3K (Bottom et al., 2002)%%. L b 5eng B RIS AMELT, HIMEAE 75 BAS A7 nIAS AT M A 0
Xie #il Peng (2009)# — 4t T =FEEBEEFNE: FEBE. BREE. URgE. EE8B8E
AR EHE B HIACT, WA PIESE . VIS S SORITE AL AL B I R b B R S T . R IERE R,
WHER, RISTHAMIR AT T. REE, R % & KR R 3 & 5T, SHHERFE s
GraME, Bk, BE. RAMRES . .

KT UL =M G R 5N, fFEEMET GRS R . Xie fil Peng (2009) & Blix =F & &2 g
B BT B S 2 6 M EAE, E@EMM A EHE R (R a IR E RIL, ML TERMEE,
G IRMEE I ReAE 50T DL 238 AN, I o i, AT A A ST 2 IS AT (L et
al., 2019; Woo et al., 2019), iR =PSB E 7 A LR L824 x T T g il 78 4Tt =4
FPEEDRENERT, BIEELERF S HELEH (Boateng et al., 2019; Ter Huurne et al., 2017),
BRI %5 2 5ILE AT E R 2 —(Nyamekye etal., 2022). &Mk, EH TS TFHREL
G e AN FRBUSATAE 5 R0 A S I AR T G R, R T R ZEF N NAEF G,

PNA ML ST MRS K, G ( ELEE5 R iR (2023)) , MAZEC A AMTH
ITE T, AN EIESE RS AAL SE (S 5aiE, 2018). {HAE, JTAER ML) 4= AW B 451 3 3
B N B W77 BB AS NAR B 22 4 0 0 S (708 B, 2024), P BEBR 19 288 A 27 G 5, R
P AR SRR IR BR R . BRIk, TR SR EEEENEEEE R CEE, AT EN
%, ARUARIE—HRRAE BEE . BRI E MRS Z X =M ETE ERISIEMN A EF G ET
FENUR A G PGB, MM 2 GER AR Bk B B M S AT A2 2 g 2 1

BAESENURA G, A REUE BAE S RSN i o # 1R E B, A faNLm S se R R, ks A
REE, BENS R A AR B = fEHUE S 7 A AR R4S 4 (Zhang et al., 2021). R¢a & 498 9 vE R )
SERAEAN T BB, A v U S R g e o B BRI 15 B, AARIEAEAE I] DAER KRR
& EAE R (Xie & Peng, 2009). AiMbidH LLE R ) vH 2 1A 5 B, BRI R, LLLBE
1S & A B AR SR 4T 3R (Moon & Rhee, 2012). A ANFTATEE A, LUERTAWEFE
SR, AR IO MR E # S EXHE 18 5 2 A 20 (Claeys & Cauberghe, 2014; Erickson et al.,
2011; Moon & Rhee, 2012). #EBLSZATE AN TREEHEBEREE, @HE 2 KAMAE BRI ERE R
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B AESENUR R 5 170 22 AR IS B A5 RN B LRI A A, BRI B H G, B, A
55 = A H R R I M 227 S AR E B UG s A5 B T LUA ROt B S e (54, B
ML) 4 5 EREIER .

i EPTE, ASORHHT TR B EMA T G REEEB R 07— KAl A I se it
MIERER . DIREENGEREEX =MEEBERET, KIEEEE R = M2 R RIS M2 41
BEAEER IR, HOMZ 4T G TR I B X E B R A . O 78 Wt — P57 AT (R BB =R
A b B AR PR A SRR LS i ORI A AR (AR Bl R R R AR S SEHI 045

2. fR—: FEIEEREREXNEEEZENI
21. /&

2.1.1. #k
SRIGHRSE 1 30 AAERCR A . SEIG S5 U T2 MR A e i A 1 25 19 100 A TSR 1 T <8

2.1.2. SEHE
ARSI R R A RO A Vit HARBONERBE RN, 28 E BB R CERE S 5. 1 EE
O] RikJat, FE)MIIREERE W 5HME). RREAFEEEICRORA BREAGEREE), KA

By hE T R

2.1.3. LR

BRI EI X T NAETF AR AEEEME,  “2016 4F 4 H, V&ML LIS BERLT
LURFFNT R T A RK A ZE T G 24 0 TE . 2020 4F b3 1179 1 2% 52 B3 2 22 M 6 2RI
600 14, HAH 14 RFI Rt e Zyeee--- 7o ZJE B W2 R e A B AE AR AT 1~7
5o BT ML ZERSRALZIER EFR? BXNZNAZENG M EEREE WA ? 15T 1~7 5.

B N R WG ML S EERE Y FHE = MARKBE T, SRR EEBE: “AF
Aol Nfegia TR, BEORBIS A LA, R A IES 7L SE S D AR A7
BREIEE: X TRNTNAFERFTIBE 3, B VFEHREML, WAITER T RFNEL, FHRAIZRER
NUABAER "« ThEEBE: “C FERMBIEKE, ¥k CFEaRENFTAMEZRME, LigT
BREAMEETUE, LT AR YKL/ DTAE, T A EERIE N S5 E bR 3 45
Xt 52 AT AME o7 R RLER LS T R I

WG SERENIRRL , #3200 ) S A B IR S AR AR FE AT 1~7 ¥P40, IERSZIeR, =Mk
SPHTI -

2.2. ERSHT

Table 1. Comparison of differences in ridership intentions and levels of trust for informational repair, emotional repair, and
functional repair
# 1 EREE. BRIEE. DMEBENRERR. FEREERILE

FRBE TE BB R REEE
stz I 5.70 + 0.84 5.00 + 0.83 5.10 +0.89
{SEREE 5.63 + 1.00 4.90 +0.96 470+0.84

HEWET Z SNSRI ROLE L), SEBE. HREEMREEX =MEE T RIERERE
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(F(2, 27) = 10.18, p < 0.001, 02 p = 0.42) ASZATAEIZ (F(2, 27) = 19.53, p < 0.001, n?p = 0.40) L Z R %, A
R NE BB EX R B EAEAERE M ESRER TR R ENIRERE . FE2 HLRERY,
EERBBEMEONT, e E 8 53 & 115 BE 2 (1(58) = 4.58, p < 0.001, d = 0.81) FI T AE1E & (1(58)
=3.28,p<0.01,d=0.70), HIRXMIE AL W02 w115 BB 2 (1(58) = 5.13, p < 0.001, d = 4.03) F1 T REAE
5 (t(58) =5.21, p<0.01, d =5.13).

3. MR FEXREEEMNEEEEHRHTMW

WL — 5 RR WG BB SR T AT S EEBE TG Ba b ERUE B2 E 5%
I, SR AEIRLE(E B AT DUSE A OB A 2% F S AR ? BT SE —AEWFFE — HOEAE Bt — PR B 2R
EAEBRIZCR .

3.1. A&

3.1.1. #ik
YGRS T 30 MAERCR AL . SEIR 25 AR m T AR U Al R A 25 15 0 5 TR S T <

3.1.2. SR
SR AR PN Beit . BRROVE BRAEEHA. BREL. WEER). HAERNEEERE
BOR(EAERE AR RIE), SRR 5 sttt

3.1.3. SCIRRTE

e BRI O TN A S A E SR, “2016 4F 4 A, 3P &ML AR LIS R T
LRFEFIEBIR T AT ML TG 224 W B 5T . 2020 4F 13 117 1 PR 2352 31 W 29 B2 40 50 8 SR LRIl
600 1, HHf Va4 IR Rt e Dy o Z SRR XS £ ZE (1 Ffe A i IR AV AR FR E HEAT 1~5
Wy EXHZTEMAERTBRIEREFN? BXHZMLAET G NS ERE M ? T 1~5 1F5

BROR, AR S =EHE A, s TR N ERRIEE -, BATREE
Lo BATES T REWGEAE, EIANZIRE DL ARE . (EAF L F R — B E], FRATHOL %4 H I
M, EUIMELHIFRTAE, hEhErPuEmE. BRIMNMSAmMESTS, FRELRE1EY T 2ok
MR RS . AL BRI KA, FEIGESKH SIS, (REERR 24, Yl & Fh BRIt
AR, AR RSB k. PR M pTA N EER! 7

BUYELE: X TIHETNAERETEE —F, RAREBIR O BATENT KENEME, £z
BN AGER . (AR R FE R — ), AT AT, HUIRE %7 R TAE, thihE ik
W% A2 E &IOS, FRAEREIETH T 2O IR IR S . AL ARUFEL KL, F
& H BRI H K5I NFBSOAE, ARRAIVGERFE SOGAMIE RGEIEIE VPN 5 A2 ML ERE ARG
Bz, PREEIRE 24, WOl & S BIERATIL RN R, 47008 24 RS B k. BRI ATA AFBEERK ! 7

WEEL: “XTIHETMAERETEE —F, RATRER O BATENT KENEME, EibmiZsf
UL ARER . ERML TS, RAOTROL ZEE T, HURAZhFRIE, ik
WA WA A EZTOS, FRAERRIETH T ORI R IR . AR A, S
BIaga RS M, RIEFRE A . SIS & T BIRAIIL A MR, 4778 2 4 AU % 21 B 1K
B HEL T+ L78XXXXXXXX, S Al IEH B &R s B HEAE : jiandu@wycpt.com .. FE- I I BT A\ B BB ! 7

WA FERNMEE, BAR T A B & RS TR R B S R AL BT 1~5 1F4r . SEIam, s
B b sk i = SIS S B (1 S 38 S

DOI: 10.12677/ap.2024.1410745 441 o3 2


https://doi.org/10.12677/ap.2024.1410745

ot

K

%

3.2. ERSHT

HEWETTZ o RRPOLE 2), #HHlH, BEE . WEEREX =HZHERERERFQR, 27)
=3.39, p <0.05, n?p = 0.11) MI{EAEFEE (F(2, 27) = 4.30, p< 0.05, 02p = 0.13) bR B3, BARI LS
BT RRE SR GEREEES TR AMBEEBAMT. 5482 HILKRHERLE BAHT,
R o 4 75 B 3 TR I ZH.(1(58) = 2.62, p < 0.05, d = 0.49), R IIMEATARE B35 THHI4H(1(58) =
2.74,p<0.05,d=0.93), H%E %R T HE(EE({(58) =1.88,p=0.071, d = 0.49).

Table 2. Comparison of differences in willingness to ride, level of trust after trust repair

*2 EERERHRLER. FEEREERIER

= BHfEL HEHE S
PR 3.47+£0.78 3.83£0.75 3.63+0.89
EATRR Y 3.23+1.01 3.80 £0.61 3.50 +0.78

4. +ig

AR — RIS BBE . BRBIEE. DRI =FA MG R T IENA EE S R A EE A
FIFEEREEEE AR . Bl B =M F RS AR 7 A A B S EE B E R, 458K
DUE BB T X M G EATE E AR B, Poln g BB A EEREHA R R . X
A REAE RO BB R T AR B AR 5 8 U 75 V2 0 S SR TUE BT . BB R, i T
ABATTNE P 5 B AT IR 22 A BRI FE AL A 4% 1A iR (Li et al., 2019), B8 1 AMA S FE AT A ]
[FIHE BB R IX — SR 7 E R A T V@ B, FRld VeI 2 K 1, & BR AR B BE RS
— WA B S AR HES AT B9 A 205 %:(Moorman et al., 1992; Yousafzai, et al., 2004). X7E—EFEE kb,
WL 42 6 ROZ SN E AR E LRSS I S, BEIMHR = 28 X7 & SR 7).

W =A% T RFERAL S BAHMEAE B R R, B 7045 SRR SR AL VRGN A 3 05 BAR R T Jlify
ERE ORI BEE, HBESIRENEE . AR SE B L T 55T B R
B EFER, MU T AR, AR T RO ARG RB 8 (% i, 2023). FIBLEAD T
H AL B LR O E BT, X PR B T B A SRR —25 5, T BE 0 AR RE A2 R A it 2 Ak
HE S RE I mes, R T M B RE F1, 1A ERE J) RS P SR R &R, SHELT
BB (5585, 2020). B AV 23 56 W] R 2 b £ Re AR I Al 48 B /KT a7 2. sl 0,
LU & AN iR I S B SR AL B B LR 1 B & AR, AT b (B AR 15 5 A 42T & fe
FTVE LR, i B SR AL TEAT 20 i SR BEL LB AL AR 1 PR OR A

AT FEIRDT TASATE E RN L 4 SR B RCR R . AHE AU 3 e 2 % I 2 42
& BE AR TR BN, SR TATAMME RIS TN . EAERILEEVTE R R LI
W0 240 2 1) e s 44 S SEAE Y B 3 AU B AT FIAR B AR 1 kAt 2 b AR 7T A 29 2557 & B AT ik T
HOA RS 5, R T R EROR AR S S it 2 20 TAERE R . X — WA AU [R5
WL Z BT IR A TR B SE, HOR ) A& R DUEAE N AT L R 3R Bt T 2% .

E&WE

JLE T D EANME R K S L5 0 PR R 5% 22 (23S YS09ZD) s #LAE B “7 Ak S Bl AR B 75 7 V%
QL R
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