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Influencing Factors and Configuration Path of User Churn Behavior of Online Health Platform

HONG Chuang HE XingYang ZHANG MiaoMiao
(School of Public Administration, Xiangtan University, Xiangtan 411105, P. R. China)

Abstract: Clarifying the influencing factors and configuration path of user churn behavior of online health platform is of great value for optimizing the
service quality of the platform and improving user stickiness. By integrating SSO (Stressors-Strain-Outcome) theory, PPM (Push-Pull-Mooring) theory, and
information adoption model, a theoretical model of user churn behavior of online health platform is constructed. The structural equation model and fuzzy
set qualitative comparison analysis method are used to verify the factors affecting user churn behavior and analyze its configuration path. The study finds
that information overload, system feature overload, perceived fatigue, dissatisfaction, privacy concerns, low information quality, low source reliability, and
alternative attraction positively affect the churn behavior of online health platform users, while subjective norms play a negative role. Among them, alternative
attraction plays a significant moderating role in the relationship between dissatisfaction and churn behavior. The configuration analysis further reveals three
triggering modes of user churn behavior: risk avoidance, experience driven, and comprehensive induction.

Keywords: Online Health Platform; User Churn Behavior; Influencing Factor; Configuration Pathway
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