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Research on Influencing Factors of Negative Customer
Engagement on Online Takeaway Platforms
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Abstract: Based on the text mining of online review data and merchant response data of online takeaway platforms
and the grounding analysis of data content, this paper summarizes the factors and common types of negative customer
engagement behaviors in product quality, service quality and store response that may affect the research of negative
customer engagement. Based on the coding results of grounded theory, this paper establishes the service of product
freshness, taste, cost performance and delivery as independent variables, takes the four negative customer engagement
behaviors of criticizing, denigrating, supporting competitors and no longer buying as dependent variables, uses empirical
methods to study the relationship between the above influencing factors and negative customer engagement, explores the
influence of different attitude types of merchants on different types of negative customer engagement, and gives suggestions
to inhibit negative customer engagement according to the empirical results.
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