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« #t % # % (Conceptual Framework) *

EERFER THELARITAMASITA:
ETFHSHBEILHNA
oot mNE? FaF

CXFHNGTE R B R AAE B, JERT 100029) CAbEUAE ZAMEEE B AR ERL 2R, LT 100020)
CPHIL R LG HERE, P99 710127)

W E AZZ2HFAARBEITAIAMARBREN EFZEX e D EEAT S)PRENRAT A GREFR S ITAH%
B, RARELEZZF THEEA RN EZNHE . Ad, DA REATAHMETALEL S R EEREFTF TRTH
Hit, MFRIALZZF R T THOFRMEARILEZIZFNHE, FRERBRFHMBEEERAS, EXRE
FAREMNATERF R A BT a4, AR, A4 BRI LT AR B A b A&l &N RAT
AR R BT AFHAZMERREFE., AFAMATFALAREL, RiITATEZAFT @GP (1) BAINNE
FRFPREARAT AR SF ANME, FEALNE, (2 BTF-F&. B FdFad P04 2 RAAaH
o8 ok R A KA B AT A 09 342, (3) B BLE A R Ae R B AT A 6 £ SRR AL, AR EAANE S
Folb sy BB REATAGRATER, KARAY TIHERIAABRENRA R BAITHNGHR, AFE. HF B
AR EELREL

KR EFRF, MEMNRATH, MERLITH, BB

HFES  B849: C93

1 AR i, e g A S e PR
BRI SRS AL, AAh X E R AR TR R AN,
WP HAZE T B ARG L5 TR L
FE SR T M, g i F At
7N IR 55 SR 44 # (Peer provider), A—E B
FEI AR I, HAADFE LR R, 4t
B ¥ i 3 JEFR ME AL (Lin et al., 2019; Ma et al.,
2020), 534, AIATFET Ak 7T DL K B A5 25l 1
B AR STy, S SR M R
S5 A, AT I AT A 4 B R 24 SRR Sy (]
H#z(Maet al., 2020), MET, A A & H T
B AL R S5 et S R AT o B AR LN
F(&LFE, fim, 2019; B, WwFH, 2018a); It

dhms 22 3¢ (Sharing economy )& i@ i1 Bk X 4
ARAE ATy KA W R B, LA R T 2Rk
TR —Fh 2 3R (Zervas et al., 2017), FLE
T BRI % (B2C W/ 42 OFO) LA J
AMAAE T %A %% (Peer provider to peer customer,
)R, AR SCHR VIR 55 A . 4ok,
MER TR EAGE, ek AR AT A% A Uber
A L T A S A A R R /N SRR L R
OATEREE > A0 7 T B A R K R AR 26 %5 . SR,
e LB 2 T 1K A TR, 3 B Ak
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XE 512 5159 A o 9 A RHI AL 5 90 70 e ST e 51 B SR A
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MEF AT R (Ma et al., 2020), 51&5: 4l F)
AR A AT AR H, JEE S T R AT R R
DR B W) 22 0 I 25 AH DG I R 25 B g
&£ 1) 8947 7 (Peer behavior) LA Kz £ Ff ] i F1]
T RIEAE . R TR 22 05 ) 25 4H OG5 16 R 2 Bt a2
J % R M R A5 AE R RGP Ty . A X DL R A
Jii % 45 22 5 BE AR Z TR R 25 ph o, T O A AT
F B FA A T R4k . Bk e F A4
Fil 25 FEA R Z ) 25 v 2E B (19364 (de Cremer
et al., 2012; Mulder et al., 2006; Xu et al., 2018) ., 75
Sh, FIERAAT R R R AR R L R T R B
Z 5FH MR RIBE . X5 O PRI
JB5 2 A Aol 22 (6] 9 B Sh A O AN, [RIAR B TT e
T B Hh A R A O A8 B AR T AR A OGH  EEL
(Linetal., 2019), 3f H., [AIfEAEy # 4L iR 55 7T fE
JEAE L, S EAEL LT k4T A (Ma
et al., 2020). Fi, ZMEE FILA C AT IT R
He = 2 R AR T Sl N 25 A s BT Ak A A A
A7 0y Can X 43R 7 1 9 2 4 7), 0TI B [a] I & A= Jit
B AR 25 09 R AT R (AR B i AS R
TTR) e LEATFH AT | A BB i
B2 ¥5 RO A AT 2h, G2 AT LAAE 44 30 Hi
Wi B E IS E AR Ry, L
TAARR TN B ORI £ R 3 BT ) i s R
t, BUTEIRYG J5 DTk i ) FORS ) it 4k L AL
IF e A A AR S B B W R, X5 0A
T 5% B % AR O A7 R B Sk B A AN

M AMTEEA A F 25 AR A 25 e KAk 22 8] H
PR g, Bk &R T #h 2 M 5% (Dawes, 1980).
BN, AR 5 B A B A T4 R R A A
EERE T A3 25, IR AT R AN E . 4L
23 R BE WEALHE F1 € 40 Sk il AR 25 ATk 9 2 R AT
Sk (RPEE MR T A AR 25 1 R A AT A, o A 45 4
F A NF 55 0 A 2547 Ry (RIS AR TSR 25 1Y
FIC AT M) (e, 2003; Hartl et al., 2016; Lee
etal., 2014 ), W L IRFAILZELRFE G LR N
RAT HFIAR KT H R E LA Ny . &L
Bt KA 5 2 [ AP, AU B T AL &M 3E . 78
LG R T E A O IR 217 R Al R R BOF
BMELIRRS K R, ALY A RAT A SR
A A A R 2R A DG K R 25

R E B TSRS, miEiie
ZP0 I BN R 2 B AR AT S Al P9 4

IR R ZAT A TFR TR . HR, ARAF5REE
Tt 2 TR AR B e DRI 00 i) R At 23 5 e R 1 R
RV HX A 2 RN 2447 19 25 5 e Ak MLl
[F) BPBIF S AH B A i S 4 o Sa b, AR SR i i
JB5E 85 A7 kg Ko AL Ty W 55 253K ) A TR 2 il LA R AR AN
FE R 2SR, I A 2RI %17
HWA AT . AR T AR, FEA
VAN = A7 T B UK

e, AHI SR X = & R AR O AT
WARIE T, R A UL T ERe A
HRMBEAT MR, RECHLTHEART
KA YBAT R FE B 2B i, (B2 2
TR EEAT A — AR TR, AR
ELTMBENTE . FEEEARITAUKLAN
IIXF T MRS N A& . i ih B %A Y4178
(Bettencourt, 1997; van Kenhove et al., 2003; #1T
&, 2018) . #R1M, WA AT A N 2
W&, Jovkem N RILZ R R AT R, I X
TABEE, RFRETH SRR, Kk
Hh B 2 BRAT S AR AL T sk HG Al [ T 1) 4
7. AL FEASEMEZRAT WilbAT R, [FAf
A N T o )N X7 F TN Ly N a W e D A L
Y00 R BEIEA TR, BN T Lin %8 A (2019) %) H 22
L LA AT AR 2 B (U0 AR & A A I
I VA I 22 J5 ) 25 AH 063 A5 R i) BIFFR I IR

HWR, AP35 TH o BE IS A SIHL (N4
23 5 A ) R 25 48] (RN AN D) o )2 2R A B T I A T
HETER M, H— PR - ELET S
VAT YRR . O A N A S FSEHIS R
40T 98 DA 45 48 B 28 (2 A U il . AT o M
) (Mulder et al., 2006; Xu et al., 2018) LA X 5h#L
B (A R A A ERS 4 ) (Chien et al., 2011;
Razmerita et al., 2016)# i1 T &84 F k% A
AIAT Sk T Ko T ) A N AR, K SR 5 M L A
e 20 B 0% 50 T 3 B R AN L = 44
MR AT S5 W, FEERE =LA
BARBET NS, RUFRPIE T I8 5 05
SUHR-6 ATy FOBOUR LI 2 L B 255
X TR AT R 10 25 S5 1 X AL o

TR, ASHIE 5% 042 1 0 2% A7 oA 1) S B 52 i
IF NI SCAR L B A 7 mT#4 # B2 AT IR 47 R 5
Wl (9 8 9 ML, X O AT I U T A AT A B
T T O A M RIS =258 1 4] % [n] 45
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T AT S (N B T A 223 2047 L 2 [W) ) i
TSl X LT A 00 A ) X AT S A
JE DA K At Ty 4534 4 B 4552 il (Johnson & Neuhofer,
2017; Zhang et al., 2018; Schaefers et al., 2016) . #&
M, 33X LB R 50 X6 JB 5 A7 4y 114 S5 s 57 Ml LA % an ) 58
A S5 P IR X — R A PR - KB, AR TS
AR TIUE AT Rl ok 0 SE PR @R ), LA R nfef
T8 AT B L AR SR R YA 3 A X U AT R R AT
HRIRF . FH, AP A R E R &
TR 25 75

2 BERMERIRIRE

ETHSREIE, ARSI AT
P % R A AT R A PR SR o X UK At 23
PR 5% e Je 2 22 % bk & IR 58 O AT IR A
it
21 #HEEEEBIEHEEHR

XERATE A SRBE RIS N TR . FE2IR
B 5EAT N . MNHE . oy at s
PR AR AT 3 -

211 HEREIREIER NI

#1434 (Social dilemma) & AMTHEN AF 25
A (R R 25 B oF JE B 9 B EE (Mulder et al.,
2006). TEALZxREE T, AATmE IR A & AF SR 51
M RE, WRAAE, B BT AN T R
ANEETTRKALA C A R, BT ReH LR F)
t5, XAPE AR A B R (Tragedy of
commons)(Dawes, 1980), ix HL {4 5 /0 A0 45 ¥
DN, ATRARE—HEIBN  — AR, ] DI —4
Ex, £z 2H5% AN A(van Lange et al.,
2013),

#h 2 R B R X 3 &5 A4 R # (Structural
solutions) FI s LI Z (Motivational solutions) ¥ /7
T &k A P TR 3 R OR B 2 1 1) A8 (Kollock,
1998), 4414 K 2 AL FE R ARRIN i il 2 . A7 o0 R
FIAER MR 45 (K ollock, 1998) . 454 K £ 5 AT
B AL, T S SRR D i EE X AT AT
RIHATAIR . B2 RSB R PR LA
RSy, B TR ME LB, 32 B B RG R  R
GAT T LES, MEAAT 8T LR, X AT L
i R R AR (19 125 R 5% [ L (Mul der et al., 2006)
SIHLE R W FEA SR YRR AR . B
BRI AR A S A S ) A 38 4E (Kollock,

1998), ShHLH R LB ANTIFAEE 4 AR E B A
O Al 25, T2 4% EAM AR {5 (van Lange et al.,
2013), FIMLE R P EAFEENE R 240,
B2 AR AR = A A [ IR, Al AT T2 R BN H
AT M oK B A (K ollock, 1998)., 454 2 2% il
SIMLE R I AR M AAAE, EATTE R 2 KA 5 HAR
SRS f gt 2 RS ) A (M cCarter & Northcraft,
2007).,
212 #HEEEPRAREITA

FE 23 IR BS540 T ARt i & 4
TSk E 7= S SKAT R . IMRAT . AR
T MG 4 14T 9 (Balliet & Ferris, 2013; Lee
et al., 2014; Schuitema & de Groot, 2015; Vesely
etal., 2020); ARV T HC AYAT A a0 kAR ) 45 0
BrAT R RS AR A R R 54T R (Choi et
al., 2016; Hartl et al., 2016; McCarter & Northcraft,
2007), XEHH oS R AN SIAE | HE
GUTAFHL Al 36 A ey OKRR A B DA K s SRl 4
4RI (Mulder et al., 2006; Vesely et al., 2020;
Zeng & Chen, 2003), #Rifi H B A Wi ks 5 75 LA X
N B AT 1Y 5 (Hartl et al., 2016), CA 5
BHEH—LFE .
213 MWHE

PO 2 AT 2L R AATT B AT S B 2 41 5
Il HARAE A B AE He B 1A B 1Y AR (McCarter
et al., 2011), X FhRLIN AT LA B SR ok il 2, ]
A AERUTT Al 50 BUR K il 52 (Hartl et al.,
2016; van Lange et al., 2013), Han Xu % A (2018)
1 Choi % A (2016)45 L VA HMA R DL B N2 5F 1Y
BAEAN 22 e AT S AEAT H, I HAATRA
H1EIT R

T A BT T R A8 SR 7 75 A R0 B
TR DA S B B (L 5152 B 5, AR AATTRY
A7 0 W B A K, R4 80 I 2 2k 35017 (K ol lock,
1998), filfn, 4 AAMTEA SRR, T el LA
328 Ty R I W AR, b B ) R R T A 1Y
(Bornstein, 1992), H41— Lk IR Ay S 11T R
T T ) A, R MR AR R R, P gl
MELAPIAT (van Lange et al., 2013).

FA, WA BT EE 1L G RS B S A
38 Sz 45 LA B 3G am AT BRI R A AT AR 4
9 AT A 2447 4 (de Cremer et al., 2012;
Mulder et al., 2006; Mulder et al., 2005), 3, A~
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[ £ (L0 (o A= 285 BB i) 9 L B A )t 2

RN 28 U AL A4 0 B 293K (Choi et al., 2016;

Schuitema & de Groot, 2015),
214 #HEFW

FE 235 M 2 AR R TR B B A 2 0 90 X6 JB 25
TPRMA R, AR REOR ) A {5 B 10 8 DL BOR
FIIAE, 8T HEE R A 24050 (Bornstein, 1992;
Vesely et al., 2020), QIE A WFFTHs HFEAR ] FRE
A PR ) 7038 T LA 2 BT 195 22 1947 (Bornstein,
1992); a7 i A5 B8 2 R i AT SE 4 1
FERh(Gleim et al., 2013), 2 5 M 5T 5 AT
WAESI LN AT . KA DL R 4% i (van Lange et al.,
2013), FEAHRE MRS G R T, RS AR TR
WS, Byt 25 ma i ok B AF AR A RS2 H Sk
PRAUE, AR RE MR BE M A A, ik, A
IR —E R A 1ETT A (McCarter et al.,
2011), BGAb, thS R iE E T B A BRI
1) SR U] 25 5 K 24 ] (de Cremer et al., 2012;
McCarter et al., 2011),

215 FEERE

25 BT, BT A A SRR T MR £
BT R, WXL LT NI AR (Lee et al.,
2014; Vesely et al., 2020); C AT EIRTE L2
FE R F R AT R, HERH AR A
H AT SR [ #81: (Choi et al., 2016; Yi &
Gong, 2008b),

AL RN X I, SRS FE S T AR
il e TR KB MIE A FE FIEHL T A5, &
RRAMIS . AT =W K30 2 07 Fl 25 40
KA, HMUATAE R 2 A AS [ AE F R
AL 7 R R B B2 A A&, T A
PRI I AL ) B B —, R A EH
B —J7 . SEEE . Al 5 BUR ] % (de Cremer
et a., 2012; McCarter et al., 2011; van Lange et al.,
2013). UbAh, LT R AMARMLT FOT & M
VI & EA T4 T W, (B2 n] LUE i — 2L fE
AR TLI, WA RIS REEAT 0
B NER T 1 L R T TR A R B
i LR T 35257 5 95 5 (Kollock, 1998) .

k2 5 A Sy fiff gt 25 R B v sl HLI R 1A%
DER, CARET NS E 2 R EES
LT WX T A A s ), JRR R E P Y
5 HALE] . BRERLEI DL R AR it 2k A A

P F 2 Bk 4D 2 52 R (Virtual social presence)ii
KR, AT FEFIT TEA TR T 4HE
SCARARE . AMTTRINE] L A5 A DL B i 58 45 IR 2 %)
B AEAT A 5 i A2 i (Bornstein, 1992; McCarter
etal., 2011; Vesely et al., 2020), Kk, © A W54
WAt 2R e I AR BB R, X I R AR R
WF F2 BTN A A (o A 285 5 1 R o 1))
i % (Balliet & Ferris, 2013; Schuitema & de Groot,
2015), H A & WA 5T IR 5 SOt 2 R AT
hy (14 5 i) i) L

22 HEZFUHSEEMHRITER

5 22 B S A AL T PR B R o ) 4% T
B AR BAS 0 = R A T, W & 1R
TH % 4 3% (Collaborative economy) (Ma et al., 2020),
X A2 R AR A A RAT AR Y17
Ko BEA AF 25 A FEA NERER . A ARG
MR g . A N B R ROR LA B A N OR
AR RI AT R, A PR LS A G ANIE
A A B [ RS 0 s i A A T AR, X SE5Ah T
YEVT REAS B AR IN AT o SRR 25 95 K 3] 22 5 F|
EAHICH, BRI U AN A Ty 3 [ 0 5 SRR 2%
o A48 AW (9 (5 AR EUCR 5, A& 1 X &
RrF £ 5%

221 #HEZFPHSERAIRE

O LEL TP TR E B TS
Pl B B HT T B 2 RAT A R Y17 Y
PATRR L R X SR LA B R M 4 SR (N 2R 1)

B—, CAUFRET T+ 2 FRIEAH OC i i %
WRAT KA ST R, A RAT AR
PAE LN TE B, X RER o2 AL BT A R
TRV T2 2 RAT (B, (T, 2019; #7771,
%%, 2018a, 2018b; Nadeem et al., 2021), JH&E A~
47 A B HE X 0 R B O
ANFERLERAT, e dn o 2 7 e == A3 7 epoid B K
FHHL, SO0 IR A [ AN 3 1 47 (Ma et al.,
2020; Schaefers et al., 2016; Wang et al., 2019),

55, BT NER AL 3 IR BEAT A 1 X S W (14 B
REBMNBEMREANE . A, F& LU
IR %5 i =y AT IR . ©A BESE R B
IR TP R B R EE SR L DL R R 5
B SR AN vl 1B o = R L e
fTA(EMAE, FETE, 2018, #2Fa, 1P}, 2018y
Maet al., 2020)., fill A5 3= 245 HAB B2 19 B 1)



%29 %

O OE R R

1924

BN BRI R0 =8} G

W & ) SAN RS T R ROG SR K R S AT
AA A A A Yow<yl MESH YSHEW ML S AR LR N 7 RO S XY Ao wxﬁ
x x x N x Y4oU¥ o - - - - SRR pviod 3 1piva
Eﬁ.m“ﬁ* Dﬁ@ AOMONV
x x x x x YWl UEEE MR RO T TS LR S S0 EIFFUTE e 1 swjovyog
Ha (L107) 1230ynaN
x x x x A YRy ATELW - - - AR 2 LI[IwE)
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WE A AT B Y, S5 R R I
IA1T A (Jia et al., 2018; Schaefers et al., 2016).
Fhh, T DL R T IR S5 B R AL R T 5 N DU
. F B S TR L R AR B S A
i 2% L W O R, T 5 ) R Al AT R B
AT R (B2, 1 F), 2018b; Maet al., 2020
Wang et al., 2019),

5=, AT TN BT sl R S A R AR T
FSRBEAT T AR G . A A RAT
RIS AT R AU 5 KR 2z 5 R R AR
H, T EAR RS20 5 1 T R K R (Bardhi &
Eckhardt, 2012; Camilleri & Neuhofer, 2017), X H
A — e W5 38 2ok T B 4 0 U ) T RS T
R AR AT 14 A (Wang et al., 2019),
HWFFE R ELE T B . PEIEIE 53HT LA R (R B F
FEAE L BIE B 23 (8 i B A S A B i A A%
T B0 2% i O 0 sl 2 5 L b N80, 3 i g i 1t
LIRSV K3 & J (Camilleri & Neuhofer, 2017;
Zhang et al., 2018),
222 EERIF

OV D5 E TR T 22 28 5 % 1) At )
CAT IR, HETIEERBMNE . A,
B RE T IR 55 BT A A B A R R SRR, LA KXo it
TG B g5, (BRSAAEU T AR

B—, BARC AR B SHEE, H
B ER AR R SR ENE TR NE
B o KB 2= A RAT AR B — 4
XA YA Ryl HO= KT i R AT (Maet al.,
2020; Jiaet a., 2018; Wang et al., 2019), FLz= &%
W R R s M, SR B R o
W ERE L Ak RS AL 0% X 4 e 4
WAFEX T . # XKLL R AL R 91T R, A
WSS, ARSI A R B b 205 R 2
FHOCH, B WAt 23 RBE P B AT o Y R A T
TRAFZYE, AT [R) B RS  BRAT R RIAS 2
18 RGRVHERE Ak 2 R B A A [RE R Py
AT B A B T A IR A I RUX 847 R I it
PRSI,

B, CAFRET M (A6 Fkh 228 B
W T R EE 2 P rpoE R AT O A R, FLJE X B
AT A AR B R R W B AR T A B . &
A B EENIET | P 6 DL AR 1 1A 55
FUH Bl BE R 29 SR 4T 9 (Jia et al., 2018; Ma

etal., 2020; 2, WF, 2018b), AR, A
A2 R SR ELS 1 S i i AN g, B RA —
T WF 58 T 3K — BB R T XEARAE AT R 1 7R
(Hartl et al., 2016), # < FIE IS A B T2 WA R
L7 SRS W IURTE R I R s A PO/ BN RS R UK iLhii
DL BOGR BAT RN o AR, F& . BUFM
T R R B — 2R 8741 it 249 B IR 5% R 119 2 AN 2
1520, T C AT BT I B AT X6 BRI 4T TR AR
T, 2w T BE B AR G R 8 v AT R R
B ST . S G A BB ] E DL R
HET R e AR B BT B TR BUE AT AT
KB 45 B, T LS A % b v B =205
BN OER T

8=, CAIES TR R B 42
AT 1) 1 T LM DA S S TR B 0 s, L
T2 25 3k B ) 3 0 ik — BUB SR AT, R
RS IRAS S AN E 2y (O P = v ]
N B I AU 0t 23 (85 1) (A g %0 1 ) °F
G ATAE AR L BRI A0 (8 00 T DA BE % 2 R
TR, %R, 2018a; LiEdE, AEWN A,
2018), {HIX LT RIPR T HA LT & LA
RS, FEEA @ B SO B ST T2 4 R 5%
BAT R 2 S LE . 5ok, P& A RAT
KRS 2447 Ry #8252 Bk E SR A 20, F O
BT 1] B O AR AR A 22, ME DA AR AR S R A
(Ma et al., 2020), &5 3CALA B T AM T A
[vi) [ R SCAR (B I 52 ], 22 5 1k B BIF 5 1T LA B L
SEHL TRk S R BE R R

Hit, JEFHSRBRE, KT 2R M
M o5 £ B R G L2 Rz E (nEa . 4y,
WG A B 75 46 ) 1) £ B SR AF 5 B 25 2 R AT Sy A
ABAT NI FRAE . S LA AREHLE], X E R
H A 27 & Al 30 U075 B2 A D i MER, {15 7E
BSOS BRI YO A AT IR A IR R

3 WRtE

BT b E WA SCERER A, ARSI 4
TronE S, W EYERTSE . B, IREEEE DT
5 (UZ IR AR R 5 22 500K ) T 5 R A DL
Bnde 05, TR R ST A S h R N RAT
SRR YAT Ry (YR AR RERISRAE, T IF & AR
M TR 1) #E R TH S B EE, M
FILOU ) 7 A 2> B e A BE R S R R B R B AT
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O A SRS X SR ML S 2R A (B9 2) 5340, 41
P2 oy RORUAS 2447 o 22 SR 2 AL, 5 A
P07 W B 2 O (L S i LA DR 3 T 2 5
Hh B 2 B FIAN 2447 DA 82 W B4 9 1 LA (BIF 9 3)
BIFSE B EL AR P9 A HE SR SR T 22 18] ) 22 O 2%

1R
31 HRARFL: EEZFHMELARMALHIT
AMRIENMNETEFX

AR T, AT B LA 25 R
FAT R, 8B AR #5 m RAL R AT, B
KA T R R (Hartl et al., 2016), A58 41 Fl 4%
Mo REEE, WA RBE AR . P&
ek DX L Al Jo51 25 ) i 24 49 52 1 £ 85 T T % [
BEAT R o ELAARSRUR, 5 DB 5 X JFC Al Jost 5 1) B
YT AR AR B = DL IR %5 R A 2 iU A
Y JE ok BT I % A RAT M I RAE I &, JF It
YL L AR LA R A TS Y A B R TR A
R IEAS AT A B RAE TN &, 2228 55 o R
A LR AT A B FAE A T LR 5

FEILTET B IR, W [R] 22 05 R 25 40 5 1
FZE PR AL 847 DA B 28 Bkl 25 R B X
4R

B, ARWFilg & B /R A b A 2 17
JWFFE RS, 44F Churchill (1979) 2 i
TEE YR, 5 SOk R L S DR X R
AT . AR R DL Ak HOR B, ARy
UL A 2B PERE AR ST 7 IR A TR T

1) TS . R EE I SR =
2205 L N BRAT AN 24T S AH G B 3 Y 3C
wik, X T RETE BB 2 BRI M AT B PEA 46 b
AT, R, WG B LR i & it
TPURBE VTR AT fff I 45 S 95 B 30 W6 2 1) 25 A
. AP LR RIL . AT ARE B AT R R A
UL B e e 22 oA W e ik 1 R B X, %
RINE LA bR 45 BT 88, B ), xfdtatp
B AT R (R B 2% R EA T 4R, X AELAC H
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Vesely et al., 2020), N6l Fidt 2352 me & 7 A
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et al., 2016; McCarter & Northcraft, 2007), A%
45 AL B R R IT TT  OF & FBUT
AP R ) L2 R i &4 o (B R ) i) A s 52
W ) %o JB 25 47 R 1) 25 S sg i (AN R 2), bR S
DI 9 i 25 R Z5 18 .
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FRAE AL 25 PR BT B, A Ik R O U A AT R
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GAETT N, W LASRAL I % A ], andg Al A5 &
(McCarter et al., 2011) , ik f5{T:(de Cremer et al.,
2012) . i #EA B AU 1E B4 (Yi & Gong, 2008a)
&M Ah, AL 2 HAB B AT N A,
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17 J9(Schaefers et al., 2016).,
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W REAR, IF Mm% 47 (Wang et al., 2019).
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PRI A RAT Sy, i HAR Ty (2345 RIS A
JFAE ) A - 0T 15 A G R A 23 R e i i
AR R 355

WATET AR, ARIEA s RS, AU E L
Kot g g m IR i Ae, BT A kA
23 b AR 3N AT R B AA 09 TA AT FLAE A (Hart
et al., 2016; McCarter et al., 2011; van Lange et al .,
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wEAFEAN SRR S A e, RAME
YR, RIS A S5 L R o o [RlRE b, 7E3E
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) E TS oE oy O INC] IS

FA, P DL BE R R AR
PGB AR, B T S R0 ) S A B A 25 i Y
DX o W AT LA A 22 A A, R
PN Y= A N TR | s | BE R 2
) AW B R 2 BT 2% 45 T B (Lamberton & Rose,
2012), FREM S AR R PRI R A H 2535+
(AP 4%, 2020), 75k B A G Y fE
HARR, F6 LS 5HWITNSEEA 8 .
WU, AR M AR 2 AR 3 43 5 0 0 i) DA B
P2 WA AR AR, DA Mz [ B 9 5L % ) b )
AT . HI, AR ERE 4:

B 4. o7 MR HE T (L5 F0 ) R At
SR PE LS, U, VEER . o).
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FIE A IR

Jof X 5 W% 75 A AR A A T I A 2 A {E
) o T A s BT 1) 2 T JB 2 X (L )
WrFnAT Ay, A2 S s SO IR SR R R
¥ (Davidson et al., 2018; Gupta et al., 2019;
Kollock, 1998), X HL =% MAL I HE R . #FF X .
BE A T SCRIANT 22 11 0k 55 A 32 SR 0 I 26 304k
AR R0 3] S L B A 25 il (1) Jo7 X 35 5 (Guipta
et al., 2019). fidn, A7 B R At S X AR S5 Y
4bFE (Chan et al., 2010), MAL S BB s, AfT%F
FHIU A S B SR AT, T R kR DUk R 5 v
FAT HOARBEL, M, YR AL Z AT
A AN XTSRS, IR 2 4 25 il BT A ) A AR RECSR mT
S EERLA

AL, S FE SCR e (b ) Y %A A
O AL (Ut 5l R A B & ) A B0 S ALk,
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14 e 55 B A4t Dy A d B, (A 670 T 1) 52 I A5 D 45
il o HRJm, XFEE T AR B S T AR R 5y
P PR AL IR 55 48 T+ B A e 7 %8 (Lin et al., 2019),
AT DAA R THE Ll i)y (32 B /e 01, ki e ik
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2020), &, WA RHEITBAR A XS RG] kT
T B TH AR 2, 3T A S 00 PR R A4 D %o At
& (IR %% i & (van Jaarsveld et al., 2010), it )7 7E
KW LA H O R4, MR % x4
WBHORAR BERW, B, tHRARITAHFAN
SHE LT IR 55 M &L= S, it
Xt (b A A SRR A VR B A A X
BN RAT A SFE I B X7 0, 4 XK
il M PR, HE T g5 Ak 7 K Sk

B 70 AN AT AN TR 4 B Xt T K
RS G0 22 S AR 2% R R P R

W ity B AR PR R AT R A5 0t 5 e D7 B9 K I B

R Hb, kDO BT S 100 B A0 B 5
g, A BELRS 0 A B Sl T L D AN A
ot o A S 0 P9 BEL AR 4L sk, (R AR KW kI
S GBI N

(2) AT Ay 5 0] 15 BIL A

ek 2 PRI 5 W) ) 81 RICHE AR T (4t 77 2 75 g
Ty BEAT A S W R R, AR A S N B S
TS A AT B, AR R A AT Sk i
T B R B RE Ty 1) 3 RS B AT O (BRI
2003), HEJ5 R4 BME L TSE AR . @ sk L
B8 BB AR R AT LA 00 2 HE 43k 5 1) i 55
B IRRE 1 . AR T SR A T 2N 15k
FETHIR 5 B REFNRDAR 2, 27 b A Y R A SR,
B b At 2% 0 2 AR5 FHAALE T A % Jost 2
0 R B, IR R T 5 IR 55 B Y BE )
(Eckhardt et al., 2019)., #7520k 1 82T B AF
A R A B 2 BAT A i B A% A
PR, DR HE AL BUA A A AT, ST SR A2 AT
AR RRAE . 34k, TEE N 11T KA
i, R 55 18 75 A AL D T DA R # B 44T R
PR R R . R, AWRR AR BRI 8:

R 8: MLy MBS I 1] 15 % A T g %44t O
SR . R TAME | VIR . A
B LA B BB AR SR AR 2 1E 1) A 1835 VR o

A5 P 3o 5 SCABIE T AR AN TR A R
X B A S S IR VR o A 2 R 3,
AT B A 23 0 85 1) (A SCARAN () S 5 i
VESURBAEAT R i FZEZ LK R (MR 2, 2003)
FEIX L, AT IRBAL ) BE B R o 3 2551k
N BAT A B R, IR AS 2547 A 1 £ T 5 )
T 42 1% B SCRUAS T 5 P R 3k 2 2 1 i 1) 9 45 12

o BASRUL, AU BB = B s0fk, B i fs H
FE S A FU R 55 3 B A BRI R 4 A il
N@AHN TR, BUE AR A C AT N (Hofstede,
1980).

Wy 5 3= SR Y B A RV R o R By
SAF (Davidson et al., 2018). ¥ 5 3= LA N R T
FIFT BT, AR A RAT R R AR A5 DL 55
A, T IR B2 AN 2447 Ay 114 65 TR ) o AH S, AR
E'S-IN P NE L. NG EA) - S-C L SN
(Chan et al., 2010), [RIFEHE, ASBfA E B k246 7E
Ab AR = BN Y A A A (Hof stede,
1980) ., X AN i P4 KL 3RE 14 O R 106, At AT R A
SRS B TA R I R KU, P L Al AT T I XURS:, -
A4 BRRH(Guptaet al., 2019) , BT, 7EASHRE M
R 1 SCAL ST, IR A RAT NI /E &
S, TR AN AT O I BT R S A DL R, X
B, AR5 R 9:

i 9: WAt E T M IEN THET R
X T G s R o AR AR S SRR 2 P Rk Al
B E IR MR, AT B R G R
B B9 TR

4 IEREM

TS HFEEIL, AR T HE LT
B EIEEA RFA YT NSRS . TR
MPLE, BFERIZE =AY Rl 2= . 5
—, BT o REE, LT R A R
AT A WP RRAE, Wl &t7 5=, dLEL
G F e 388 S R 0] 1 R R A 2 R AT R AR A B
BARITH, IFREAN YR =, VA
R TR 6 TR AT S iR 5 e S R 43R O 4 6 S
A7 2 R 1) LA B A T B a4 e
AT RIS

B, ACETAS WSS, WETIEE
HE A AR AT B AR, e
B3 AT A BRI 9 B TR G 2 B T S A T B
LT MER . REEFERFR . BIRHEEN
RATH, MRS T IR 6 FE N sk 55 40k i
et 2, KR5S N GURLER SE A ATy, i ax LE A
YN T I A U I R A (A S - & X
FARILIE B 2C R UL B Al Bl A~ PR At 7 1% 387 38 17 7F)
(di/N% 4, 2017; Albrecht et al., 2017; van
Kenhove et a., 2003), BEARMAH DESAEFEHITT
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I EEAT R, (H X LA 5T B 2 RA T
AR R B YRR, RN Y AT A U KT
WA T-(Jia et al., 2018; Ma et al., 2020; Wang
etal., 2019), XfH7H A BFIA A REAR LT Ho & B
L= 5 IR A BRAT R RS AT R O RRE
ARFFEAUSE T AE S RIS, 45540
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T et H A I A 1 #E(Lin et al., 2019);
X LT B HE A R BLAE 26 b X 5 B Y 101 R 1%
(Lin et al., 2019); {7 B 4rZ= il 28 1 X f
W rIAE B R Bt LR i IR 5 42 F+(Lin et al., 2019);
Xof A 55 W5 20 S A 4% 1 26T H B AR 45 2 st
o 5 () 25 R (Yi & Gong, 2013),
ARG L 7 KDL B R 4%
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() 22 2 B N AT % 8 T = 207 Rl #E A
KH . & LT USE A 217 R I AF G HEE
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19 TS LI 1) 5 LA B A 2 5 i 1) 9 A R



1932 O B R 2 ot B

%29 %

BUH o 91 30 254 g P v I, R DU RIS B A
A, LB )Xo B A7 Sy R ) U TR R, RPAR
3 B T DU g 2R T T 1 4 R Al S
A7 ETEAN Y I35 OC R B 58 WA AR 4) o A
WHoeeh, AR . Rl A E R
BN (a2 o At e 52 R 55 1 AR 8 B7E 22 )
I PE A A SR EE) (Linetal., 2019) . 44
0 3 M LA SR B RO SR T 5 1t U B A
O, 30K B R 2R NS D] i A 2 B S A G ] 1Y
PAVER .

H=, RSO g T AT X it Jr 2 BRgak
(4 2 S Ve I HLBE DL Ko AL . A R e
LR ARIT T 8 Aok 7] 4 A A5 0 A T s R A
AT R, TR SERR SR 1 SO LA K
ATy AT A 1 A B2 AR IR A R (Kwok &
Xie, 2018; Schaefers et al., 2016; Zhang et al.,
2018), T2 B I A LN BRI 2947 R 85y i,
T H Xt 7 KR SRR AN R, i A RAT
SR T SRR B AR AR, XL DT AR AT
R F R, S TE T, XD SR
SRR iR . WA Y BB AT R 2 A T
W XA G R, AR T R,
A R Ly i . B %ot Oy A AT R DA I
X T B B AT A R B IR 55, R
A7 I (MR ) S 80h 48 AR B 2417
R AN [F) 48 B2 XA 7 4 S 1 B 4 80 25 S S
ER : P4 RIS ) B HE R R IT N S E
F 52 e FA B B R 30, 3 T 5 5 ) 8L 7 )
KEWGR . Frpli, #F KON RAT R 48 0 6y 8
STt W E R, (AR KSR, X
BETT BN R R0 N LS B D7 B4k, (HAE
I X5 SR I A 2

BT W IR, Ao W AT 052 2%
Z BN AW DL B AT 23 {8 7Y 52 T (Dawess,
1980), ik HL, HbJy M anva e L R se R R
RSSO WBH R DL K8 B e I B IA OE,
AR AL 2x 4R FHIR S5 B I BE T, 4R AT
ZROR AR F R . WU, o R
SR IE T I VE R o AT 2 (8 5 ] (A 4R
A T2 SC) 2 5 B S L RATT Ay 118 DG B 2R (R %
1, 2003) . TERLAIFSE Y, A B2 R ot 32 S 1Y
B 25 (AR I BE DG 1 ORI I 25, X259
WA RAT W IE TR, AR 447 1) 41 1

PERT; T4 S SCRIAS B 5 14 WU 3k 2 ol 75 0 25
O T A A AR XU B9 A7 D, 32 TR I 1) £ 304
W

WRIe M (L gw). (2003). & H #2255 HRCE-FETEHI O
BEHLAY. ALFOR 2 AR AL

HRAL, TRFE. (2013). RN IS E R E AT B
BLor . 15 7R /5% 31(10), 100-104.

#E, 1. (2019). S ELFERTHELZ EHH A
A7 R 1 58 R——3 T O BT A BN A . Jf 075 77,
34(7), 85-93.

FFAAPE, BRVEE, ZEEHJE. (2020). HALAR A T BRI AR
S ML AR N F L2 A 30 1 S e BIE AL ik i 7 T, 4(02),
9-25.

EigdE, REUIE. (2018). HLELHE R V%2 50 H3E
BIRI S R RS 2 b 28 F I, (21), 43-45.

TRUL, BetE, B, XF7. (2018). W% A 2% £ % ik
Uk — 2R B3 T P IR 2 A R R D I R YR
AT E T, 21(5), 93-104.

B, IR (2018a). <P & SCHEH E A R E SR A
RAT NI ST HE R SN . ZEFE A,
40(3), 128-144.

B, IR (2018b). {5 AF 4 R 325 1 s
HTHREZFERTITRONELARM. BHFL,
30(12), 164-174.

BN, Wk, A K. (2017). O PRBARE R S %A
SCHAAT N BT B, B, 29(10), 132-142.

Albrecht, A. K., Walsh, G, Brach, S., Gremler, D. D., & van
Herpen, E. (2017). The influence of service employees

and other customers on customer unfriendliness: A social
norms perspective. Journal of the Academy of Marketing
Science, 45(6), 827-847.

Balliet, D., & Ferris, D. L. (2013). Ostracism and prosocial
behavior: A social dilemma perspective. Organizational
Behavior and Human Decision Processes, 120(2), 298—
308.

Bardhi, F., & Eckhardt, G. M. (2012). Access-based
consumption: The case of car sharing. Journal of
Consumer Research, 39(4), 881-898.

Bettencourt, L. A. (1997). Customer voluntary performance:
Customers as partners in service delivery. Journal of
Retailing, 73(3), 383—406.

Bornstein, G. (1992). The free-rider problem in intergroup
conflicts over step-level and continuous public goods.
Journal of Personality and Social Psychology, 62(4), 597—
606.

Camilleri, J., & Neuhofer, B. (2017). Value co-creation and
co-destruction in the airbnb sharing economy. International



1L

o XA BT R TIEA RAAR LTI 55 T4 2 W5 S A0 A 1933

Journal of Contemporary Hospitality Management, 29(9),
2322-2340.

Chan, K. W, Yim, C. K., & Lam, S. S. K. (2010). Is
customer participation in value creation a double-edged
sword? Evidence from professional financial services
across cultures. Journal of Marketing, 74(3), 48—64.

Chien, P. M., Ritchie, B. W., Shipway, R., & Henderson, H.
(2011). | am having a dilemma: Factors affecting resident
support of event development in the community. Journal
of Travel Research, 51(4), 451-463.

Choi, S., Mattila, A. S., van Hoof, H. B., & Quadri-Felitti, D.
(2016). The role of power and incentives in inducing fake
reviews in the tourism industry. Journal of Travel
Research, 56(8), 975-987.

Churchill, G. A. (1979). A paradigm for developing better
measures of marketing constructs. Journal of Marketing
Research, 16(1), 64-73.

Davidson, A., Habibi, M. R., & Laroche, M. (2018).
Materialism and the sharing economy: A cross-cultural
study of American and Indian consumers. Journal of
Business Research, 82, 364-372.

Dawes, R. M. (1980). Social dilemmas. Annual Review of
Psychology, 31(1), 169-193.

de Cremer, D., Hoogervorst, N., & Desmet, P. (2012).
Procedural justice and sanctions in social dilemmas: The
moderating effects of group feedback and identification.
Journal of Applied Social Psychology, 42(7), 1675-1693.

Eckhardt, G. M., Houston, M. B., Jiang, B. J., Lamberton, C.,
Rindfleisch, A., & Zervas, G. (2019). Marketing in the
sharing economy. Journal of Marketing, 83(5), 5-27.

Ert, E., Fleischer, A., & Magen, N. (2016). Trust and
reputation in the sharing economy: The role of personal
photos in airbnb. Tourism Management, 55(8), 62—73.

Gleim, M. R., Smith, J. S,, Andrews, D., & Joseph Cronin, J.
(2013). Against the green: A multi-method examination of
the barriers to green consumption. Journal of Retailing,
89(1), 44-61.

Gong, T., & Yi, Y. (2021). A review of customer citizenship
behaviors in the service context. The Service Industries
Journal, 41(3-4), 169-199.

Gupta, M., Esmaeilzadeh, P, Uz, I., & Tennant, V. M. (2019).

The effects of national cultural values on individuals'
intention to participate in peer-to-peer sharing economy.
Journal of Business Research, 97, 20—29.

Hartl, B., Hofmann, E., & Kirchler, E. (2016). Do we need
rules for “what's mine is yours’? Governance in
collaborative consumption communities. Journal of
Business Research, 69(8), 2756—2763.

Hofstede, G. (1980). Culture’'s Conseguences: |nternational
Differences in Work Related Values. Beverly Hills, CA:

Sage.

Jia, L., Liu, X., & Liu, Y. Q. (2018). Impact of different
stakeholders of bike-sharing industry on users’ intention
of civilized use of bike-sharing. Sustainability, 10(5),
1-26.

Johnson, A.-G, & Neuhofer, B. (2017). Airbnb - an
exploration of value co-creation experiences in Jamaica.
International Journal of Contemporary Hospitality
Management, 29(9), 2361-2376.

Kollock, P. (1998). Socia dilemmas: The anatomy of
cooperation. Annual Review of Sociology, 24(1), 183-214.
Kwok, L., & Xie, K. L. (2018). Pricing strategies on airbnb:
Are multi-unit hosts revenue pros? International Journal

of Hospitality Management, 82, 252—259.

Lamberton, C. P, & Rose, R. L. (2012). When is ours better
than mine? A framework for understanding and altering
participation in commercial sharing systems. Journal of
Marketing, 76(4), 109-125.

Lee, Y.-K., Kim, S, Kim, M.-S., & Choi, J.-G. (2014).
Antecedents and interrelationships of three types of
pro-environmental behavior. Journal of Business Research,
67(10), 2097-2105.

Lin, M. Z., Miao, L., Wei, W., & Moon, H. (2019). Peer
engagement behaviors: Conceptualization and research
directions. Journal of Service Research, 22(4), 388—403.

Luca, M., & Zervas, G. (2016). Fake it till you make it:
Reputation, competition, and yelp review fraud.
Management Science, 62(12), 3412-3427.

Ma, S, Gu, H. M., Hampson, D. P, & Wang, Y. G. (2020).
Enhancing customer civility in the peer-to-peer economy:
Empirical evidence from the hospitality sector. Journal of
Business Ethics, 167, 77-95.

Mandl, L., & Hogreve, J. (2020). Buffering effects of brand
community identification in service failures: The role of
customer citizenship behaviors. Journal of Business
Research, 107, 130-137.

McCarter, M. W., Mahoney, J. T., & Northcraft, G. B. (2011).
Testing the waters: Using collective real options to
manage the social dilemma of strategic alliances. Academy
of Management Review, 36(4), 621-640.

McCarter, M. W., & Northcraft, G. B. (2007). Happy
together?: Insights and implications of viewing managed
supply chains as a social dilemma. Journal of Operations
Management, 25(2), 498-511.

Mulder, L. B., van Dijk, E., de Cremer, D., & Wilke, H. A. M.
(2006). Undermining trust and cooperation: The paradox
of sanctioning systems in social dilemmas. Journal of
Experimental Social Psychology, 42(2), 147-162.

Mulder, L. B., van Dijk, E., Wilke, H. A. M., & de Cremer, D.
(2005). The effect of feedback on support for a



1934 O B R 2 ot B

%29 %

sanctioning system in a socia dilemma: The difference
between installing and maintaining the sanction. Journal
of Economic Psychology, 26(3), 443-458.

Nadeem, W., Juntunen, M., Hajli, N., & Tajvidi, M. (2021).
The role of ethical perceptions in consumers' participation
and value co-creation on sharing economy platforms.
Journal of Business Ethics, 169, 421-441.

Razmerita, L., Kirchner, K., & Nielsen, P. (2016). What
factors influence knowledge sharing in organizations? A
social dilemma perspective of social media communication.
Journal of Knowledge Management, 20(6), 1225-1246.

Schaefers, T., Wittkowski, K., Benoit, S., & Ferraro, R. (2016).

Contagious effects of customer mishehavior in access-based
services. Journal of Service Research, 19(1), 3-21.

Schuitema, G, & de Groot, J. |. M. (2015). Green
consumerism: The influence of product attributes and
values on purchasing intentions. Journal of Consumer
Behaviour, 14(1), 57-69.

Tiwana, A., Konsynski, B., & Bush, A. A. (2010). Research
commentary—platform evolution: Coevolution of platform
architecture, governance, and environmental dynamics.
Information Systems Research, 21(4), 675-687.

van Jaarsveld, D. D., Walker, D. D., & Skarlicki, D. P.
(2010). Therole of job demands and emotional exhaustion
in the relationship between customer and employee
incivility. Journal of Management, 36(6), 1486—-1504.

van Kenhove, P, de Wulf, K., & Steenhaut, S. (2003). The
relationship between consumers' unethical behavior and
customer loyalty in a retail environment. Journal of
Business Ethics, 44(4), 261-278.

van Lange, P. A. M., Joireman, J., Parks, C. D., & van Dijk,
E. (2013). The psychology of social dilemmas: A review.
Organizational Behavior and Human Decision Processes,
120(2), 125-141.

Vesely, S., Kloéckner, C. A., & Brick, C. (2020). Pro-
environmental behavior as a signal of cooperativeness:
Evidence from a social dilemma experiment. Journal of
Environmental Psychology, 67, Article 101362. https://
doi.org/10.1016/j.jenvp.2019.101362.

Wang, M., Liao, H., Zhan, Y. J,, & Shi, J. Q. (2011). Daily
customer mistreatment and employee sabotage against
customers: Examining emotion and resource perspectives.
Academy of Management Journal, 54(2), 312—-334.

Wang, Y.-B., & Ho, C.-W. (2017). No money? No problem!
The value of sustainability: Social capital drives the
relationship among customer identification and citizenship
behavior in sharing economy. Sustainability, 9(8), 1-17.

Wang, Y. G, Xiang, D. D., Yang, Z. Y., & Ma, S. (2019).
Unraveling customer sustainable consumption behaviors
in sharing economy: A socio-economic approach based on
social exchange theory. Journal of Cleaner Production,
208(20), 869-879.

Xu, L., Ling, M. L., & Wu, Y. L. (2018). Economic incentive
and socia influence to overcome household waste
separation dilemma: A field intervention study. Waste
Management, 77, 522-531.

Yi, Y., & Gong, T. (2008a). If employees “go the extramile,”
do customers reciprocate with similar behavior?
Psychology & Marketing, 25(10), 961-986.

Yi, Y., & Gong, T. (2008b). The effects of customer justice
perception and affect on customer citizenship behavior
and customer dysfunctional  behavior.
Marketing Management, 37(7), 767—783.

Yi, Y., & Gong, T. (2013). Customer value co-creation
behavior: Scale development and validation. Journal of
Business Research, 66(9), 1279-1284.

Zeng, M., & Chen, X.-P. (2003). Achieving cooperation in
multiparty alliances: A social dilemma approach to

Industrial

partnership management. Academy of Management Review,
28(4), 587-605.

Zervas, G., Proserpio, D., & Byers, J. W. (2017). The rise of
the sharing economy: Estimating the impact of Airbnb on
the hotel industry. Journal of Marketing Research, 54(5),
687-705.

Zhang, T. C., Jahromi, M. F., & Kizildag, M. (2018). Value
co-creation in a sharing economy: The end of price wars?
International Journal of Hospitality Management, 71(4),
51-58.



45113 o XA BT R TIEA RAAR LTI 55 T4 2 W5 S A0 A 1935

The promotion of customer citizenship behaviors and the deterrence of
misbehaviorsin sharing economy based on social dilemma theory
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Abstract: The promotion of customer citizenship behaviors and the deterrence of misbehaviors can increase
the sustainability of the sharing economy (in which services are exchanged between peer providers and peer
customers, as on the Xiaozhu platform). A recent line of research has focused on customer citizenship
behaviors and misbehaviors in the traditional economy, but this research cannot capture the idiosyncrasies of
the sharing economy. Recent media coverage of the sharing economy has been permeated by examples of
customer citizenship behaviors and misbehaviors, but academia and practice have been silent on strategies
for optimizing these behaviors. We approach this question from the perspective of the social dilemma, which
involves a conflict between the maximization of self-interest and collective interests. Social dilemma theory
pertains to the regulation of myriad individual behaviors, and we use the theory to investigate the concepts,
dimensions, and measures of customer citizenship behaviors and misbehaviors. Then, we test how platforms,
peer providers, and the government can use rules and social influence to optimize customer behaviors (i.e.,
promoting customer citizenship behaviors and preventing misbehaviors). Finally, we illustrate the
differential impacts of customer citizenship behaviors and misbehaviors on the actual performance of peer
providers, and we identify boundary effects involving the customer’s social orientation and peer provider’s
monitoring.

Key words: sharing economy, customer citizenship behaviors, customer misbehaviors, social dilemma



