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Study on characteristics of patients and agent consultation in online healthcare consultation; A

case study of dxy. com
WANG Xuan, HUANG Tao
Guanghua School of Management, Peking University, Beijing 100091, China

[ Abstract] Objective: To analyze the characteristics of patients and agent consultation in online healthcare
community (OHC). To find the problems in the development model of OHC and put forward policy suggestions.
Methods: The crawl programming is programmed to capture and analyze the doctor-patient communication text from
dxy. com website by means of text mining and mathematical statistics. Results: The platform’ s patients are mainly
middle-aged and younger, which is different from offline. The agent consultation rate is 26. 74% , which showed a U-
relationship with the age of patients. The number of adult patients after April 2020 had a downward trend. Conclu-
sion; Elderly patients mainly participate in online consultation through relatives and friends, whose utilization rate is
rather low; User loss is a serious problem in online healthcare community. The needs of target users should be well

explored to improve user retention and activity.
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