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Abstract

This study examines the discourse of responses to negative reviews by catering merchants on the
Meituan platform, exploring how these merchants construct their identities through discourse
practices based on Chen Xinren’s pragmatic identity theory. The analysis reveals that merchants
dynamically construct four core pragmatic identities through diverse discursive practices: the sin-
cere apologizer who actively takes responsibility, the timely rectifier who demonstrates actionabil-
ity, the companion identity focused on emotional connection, and the aggrieved party addressing
misunderstandings or malicious evaluations. This study aims to offer insights for merchants on
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achieving harmonious relationship management by constructing identities in their responses to
negative online reviews.
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Figure 1. Identity types and their distribution patterns
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