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Abstract

The engagement of virtual streamers in e-commerce live streaming continues to rise, yet the trust-
related risks they pose are becoming increasingly evident. Issues such as technical failures, recom-
mendation errors, and persona collapse can easily trigger unique trust crises. Compared with hu-
man streamers, consumers tend to attribute mistakes made by virtual entities to stable internal
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flaws, making trust repair more challenging. This study adopts a methodology of theoretical deduc-
tion and framework construction, grounded in the dual perspectives of social cognition and human-
computer interaction. It aims to explore the psychological mechanisms of trust repair in this context,
analyze the types of trust violations and the psychology of attribution, and construct a repair model
centered on “attributional intervention” and “multi-dimensional reconstruction”. Repair strategies
should cover the three dimensions of competence, integrity, and benevolence, while skillfully lev-
eraging the “plasticity” of virtual personas. This approach seeks to enhance the sense of interactive
fairness while avoiding ethical risks associated with excessive anthropomorphism.
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Figure 1. Mechanism model of trust repair
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