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Abstract

Understanding the behavior of consumers of online medical consultation and service platforms
is one of the challenges for the greater penetration of these services among citizens. The
present research was conducted to extract the behavior model of consumers of this type of
service, following the statistics of the factors affecting the behavior of consumers, as well as
the familiarization process until consumption and after consumption of services. Using the
qualitative research strategy, the statistical population under investigation was analyzed in
three categories: 1. The results of the research conducted in the field of consumer behavior of
online medical and health services (13 articles). 2. In-depth interviews with potential or actual
customers of online medical and health service platforms (13 people) and 3. In-depth
interviews with doctors serving in online medical service platforms (3 doctors) whose
interviewees were selected by purposive sampling and analyzing the theme, model, and final
components were extracted. The results of this research, which was conducted with a cognitive
approach, indicate that people are influenced by various components in three stages before,
during, and after. Based on the results of this research, it can be said that potential customers
make decisions on two levels: the first level compares online services and in-person medical
services, and the second level of decision-making means choosing the service provider
platform. Policymakers and marketing managers of related businesses should focus on
improving audience awareness through informative advertisements, continuous campaigns,
and sales promotion methods to direct audiences to use these services.
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