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Abstract

With the deep integration of “Internet Plus Healthcare”, online consultation services on pharma-
ceutical e-commerce platforms have become a significant innovation within the healthcare service
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system. This study focuses on online consultation services provided by B2C pharmaceutical e-com-
merce platforms. Using a bilateral market theory and trust-building model as the analytical frame-
work, it systematically analyzes the development challenges and optimization pathways. First, it
defines the core concepts of B2C pharmaceutical e-commerce and online consultation services, ex-
plaining the application logic of the theoretical framework. It then delves into the challenges posed
by regulatory and compliance issues, the gap between doctor-patient trust and service quality, and
the conflict between data security and profit models. Finally, it proposes an optimization pathway:
establishing a multi-tiered regulatory and industry self-discipline coordination system, implement-
ing trust-centered end-to-end service upgrades, and exploring data governance and business mod-
els that balance security and innovation. This study concludes that the sustainable development of
online consultation services hinges on balancing medical professionalism, commercial viability,
and user trust, providing theoretical reference and practical guidance for building a more robust
“doctor-pharmaceutical-patient” digital ecosystem.
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