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PEAIRI ST (Guo et al., 2017), FHM Ll A
K53 AR ARG A . %X — %, 78
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etal., 2020), 75— Ji i, WIARARSS & Z[E % lk K
T2 FARK, Ll K OF Bk B R il g & 1 e
Z 5 S5, AT RE S ]l K ST 2 1 3K 38
J1 )2 5 (Brown, 2011), B & B (] A998, X AT 6E
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RitEER S #HES Y.
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The crowdsourced online mental health services: Quality identification,
influencing mechanisms, and intervention strategies

KUANG Lini
(School of Information, Renmin University of China, Beijing 100872, China)

Abstract: Crowdsourced online mental health services have met patients’ diverse needs and improved
service efficiency. However, the relatively low entry barriers for service providers have led to uneven
service quality, which in turn constrains platform development. Existing literature rarely examines the
dynamic evolution of service quality on such platforms from the perspective of service providers. This
research aims to enhance service quality in crowdsourced online mental health services from three
perspectives: identification, influence, and intervention. First, drawing on counseling theory and leveraging
deep learning techniques, this study proposes an automated model for identifying service quality in online
mental health services. Second, we analyze how the professional competence of early service providers
influences the participation of subsequent providers, revealing the underlying mechanisms of participation
from a peer effects perspective. Finally, this research investigates the intervention mechanisms of both
individual and peer experiences on service quality, exploring the factors that drive quality improvement
from a learning theory perspective. This research not only contributes to a deeper academic understanding of
service quality in crowdsourced online mental health services, but also offers practical managerial insights
for addressing challenges in service delivery.

Keywords: crowdsourced online mental health services, service quality, participation behavior, influencing

mechanisms



