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MESSAGE from the President of Suan Sunandha Rajabhat University

On behalf of the organizer team at Suan Sunandha Rajabhat University, | would like to
express appreciation for your interest in this year International Conference on Management,
Innovation, Economics, and Social Sciences. The ICMIESS 2021 is a great opportunity for
lecturers, staff, current graduate students, and our co-hosts to be actively engaged in academic,
applied, and action research and to share it to others at this conference.

| congratulate all the presenters for having been selected to present in the conference.
| appreciate your hard work and wish everyone success in this event and beyond. Despite being
organized online because of COVID-19, the conference can be just as great, if not better, as
any other conferences you have attended. Let us open our minds to all the interesting paper
presentations. | hope you enjoy and take care of yourself.

Lastly, this is the second time of ICMIESS but potentially not the last. As the world of
innovation and management is evolving, there will be great benefits of having such a
conference again. We will keep improving ourselves and hope that these conference papers
will do you the same. The range of topics in this conference proceedings provide great insight
into how we can adjust ourselves to keep up with the changing environment in the field at the
turn of the decade.

Associate Professor Dr. Chutikarn Sriviboon
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MESSAGE from the Dean of College of Innovation and Management
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As the host of the International Conference on Management, Innovation, Economics,
and Social Sciences 2021, | am happy to welcome all of you to join us in the conference. Some
of us will be presenters today, and others will be giving short speeches in the welcoming
session. | would like to take this opportunity to thank our co-hosts: Sanmenxia Polytechnic,
China, Ya-an Polytechnic College, China, Haikou University of Economics, China, Chihlee
University of Technology, Taiwan, and Chinese Culture University, Taiwan, and Nakhon
Pathom Rajabhat University, Thailand. We have also invited some representatives of our co-
hosts to give us short speeches. A special thank also goes to Mr.Asim Iftikhar Ahmad, the
Ambassador of Islamic Republic of Pakistan to the Kingdom of Thailand who will offer us
some insight into the global event today. We are excited to hear keynote speeches from
Professor Dr. Kai Heuer, Dr. Mengyi Xu, and Mr. Kiattipoom Nantanukul before our 200
presentations that follow. Thank you for all your contributions and please take care

Associate Professor Dr. Bundit Pungnirund
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Disclaimer

The responsibility for ideas stated in this proceeding rests solely with their authors, and this
publication does not constitute an endorsement by the International Conference on
Management, Innovation, Economics and Social Science of the opinions so expressed in them.

Copyright © 2021 by the 2" International Conference on Management, Innovation,
Economics and Social Science. All rights reserved.
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Opening Ceremony Schedule

"The International Conference in Management, Innovation,
Economics and Social Sciences (ICMIESS) 2021™

27-28 March 2021

At Chorkaew Meeting Room building 31, 5th floor, time 08.00 a.m. - 04.00 p.m. (in Thailand)

Online Via Zoom Application

27 March
2021

08.00 - 09.00 a.m.

Register

09.00- 09.30 a.m.

Opening speeches by

Asst. Prof. Dr. Suwaree Yordchim

Vice-President for Research and Development, Suan Sunandha
Rajabhat University

Assoc. Prof. Dr. Bundit Pungnirund

Dean of College of Innovation and Management

09.30 - 10.00 a.m.

Keynote speeches by

Prof. Dr. Mukesh Srivastana, University of Mary Washington, USA
Dr. Elena Battaglini, Research Area on Regional Economics
Head of Fondizione Di Vitorio, Italy

Zoom
Chorkaew
Meeting Room

10.00 - 10.45 a.m.

Speeches by co-host representatives from
Haikou University of Economics, China
Aba Teachers University, China
Chongging University of Posts and
Telecommunications, China
Chihlee University of Technology, Taiwan
Chinese Culture University, Taiwan
Ya’an Polytechnic College, China
Sichuan Minzu College, China
Sanmenxia Polytechnic, China

10.45a.m.-16.00 p.m.

Online presentation sessions, International Conference, 2021
1. Session 1 (Asst. Prof. Dr. Muhammad Shahid Khan)
2. Session 2 (Asst. Prof. Dr. Majid Khan)
3. Session 3 (Asst. Prof. Dr. Farrukh Igbal)
4. Session 4 (Asst. Prof. Dr. Chumpon Rodjam)

Online
presentation
sessions

28 March
2021

08.00 a.m. - 04.00 p.m.

Conference Workshop: Introduction to NVIVO, SPSS, SMART-
PLS, AMOS, MENDELELEY and Zotero
Speaker by Asst. Prof. Dr. Muhammad Shahid Khan (PhD)
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"The International Conference in Management, Innovation,
Economics and Social Sciences (ICMIESS) 2021"

27 March 2021

At Chorkaew Meeting Room building 31, 5th floor, time 10.45 a.m. - 04.00 p.m. (in Thailand)
Online Via Zoom Application
ID 521 281 6654 ROOM 1

Activities

Number

Title

Presenter

International present
(16 articles)
Chairman
1. Asst. Prof. Dr. Muhammad Shahid Khan

Zoom Login Room 1
I1D: 521 281 6654
Password: conl

10.45 a.m. - 04.00 p.m.

1

ANALYSIS OF DIGITAL TRANSFORMATION
OF ENTERPRISE UMAN RESOURCE
MANAGEMENT

JIAQIAN HAN

ANALYSIS ON THE INNOVATION OF
ENTERPRISE LOGISTICS MANAGEMENT
MODEL BASED ON SUPPLY CHAIN

YAQIAN JIN

WASTE CLSSIFICATION MANAGEMENT IN
HAINING CITY, CHINA

LONGFEI SUN

STUDY ON IMPROVING STRATEGY OF K
AIRLINES SERVICE QUALITY MANAGEMENT

QIANG HAO

RESEARCH ON THE MANAGEMENT MODE
OF STUDENT AFFAIRS IN CHINESE
COLLEGES AND UNIVERSITIES IN THE POST-
EPIDEMIC ERA

MENGSI LI

THE CURRENT SITUATION AND
COUNTERMEASURES OF PRIMARY SCHOOL
MENTAL HEALTH EDUCATION IN TONGREN
CITY

JIAWEN LI

THE IMPORTANCE OF DESIGN
MANAGEMENT IN PRODUCT INNOVATION

QI GUO

THE INFLUENCE OF ONLINE REVIEWS OF
NEW ENERGY VEHICLES ON CONSUMER
PURCHASE INTENTION. AN EMPIRICAL
STUDY OF TESLA ELECTRIC CARS

YAQIAN LI

THE PATH SELECTION AND
COUNTERMEASURES OF IMPROVING THE
INTERNAL GOVERNANCE ABILITY OF
HIGHER VOCATIONAL COLLEGE IN CHINA

SIHAN WANG

10

REVIEW THE MEASUREMENT OF
ORGANIZATIONAL LEARNING

CHEN SHU-
CHUNG

11

THE APPLICATION OF FLIPPED CLASSROOM
MODE IN UNIVERSITY TEACHING

LI SUN

12

THE DEVELOPMENT STATUS AND
COUNTERMEASURES OF CHINA’S
EMERGING E-SPORTS TOURISM INDUSTRY

ZHICHENG YU

13

THE INNOVATION AND DEVELOPMENT OF
THE ONLINE EDUCATION INDUSTRY IN
CHINA UNDER THE EPIDEMIC SITUATION

CHENGJI CHEN

14

THE DESIGN AND IMPLEMENTATION OF THE
MARKETING PLAN FOR NEW CHINA LIFE
INSURANCE’S “HEALTH AND WORRY-FREE”
SERIES OF PRODUCTS

WU QIAN

15

RESEARCH ON INNOVATIVE MANAGEMENT
PATH OF STUDENTS IN HIGHER
VOCATIONAL COLLEGES

WENPING YANG

16

RESEARCH ON THE EDUCATIONAL REFORM
OF GARDEN SPECIALTY IN YUNNAN URBAN
CONSTRUCTION VOCATIONAL COLLEGE

WENJING MA
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"The International Conference in Management, Innovation,
Economics and Social Sciences (ICMIESS) 2021"

27 March 2021

At Chorkaew Meeting Room building 31, 5th floor, time 10.45 a.m. - 04.00 p.m. (in Thailand)

Online Via Zoom Application
ID 421 890 4446 ROOM 2

Activities

Number

Title

Presenter

International present
(18 articles)
Chairman
1. Asst. Prof. Dr. Majid Khan

Zoom Login Room 2
I1D: 421 890 4446
Password: con2
10.45a.m. - 04.00 p.m.

1

INFORMATION AGE ON STUDENT MANAGING
INNOVATION OF UNIVERSITY IN CHINA

ROU TANG

2

CURRENT SITUATION OF ONLINE EDUCATION IN
THE CONTEXTOF COVID-19 PNEUMONIA
RESEARCH ON COUNTERMEASURES

LI YANG

BODY MASS INDEX, BODY IMAGE, WEIGHT LOSS
INTENTION AND EXERCISE BEHAVIOR OF
COLLEGE STUDENTS

TAN LEI

RESEARCH ON THE PROBLEMS AND
COUNTERMEASURES OF CHINA'S TRADITIONAL
RETAIL INDUSTRY UNDER THE BACKGROUND
OF NEW RETAIL MODEL

CAIl CHEN

INNOVATION OF SMEs MANAGEMENT UNDER
THE BACKGROUND OF “INTERNER+”

XIAOJING YAN

BUSINESS MODEL MANAGEMENT OF CROSS-
BORDER E-COMMERCE

TAIQI LIU

EXPLORING THE ROLE OF OPEN INNOVATION IN
SUSTAINABLE TOURISM DEVELOPMENT

WEI BIN

ANALYSIS AND RESEARCH OF CROSS-CULTURAL
COMPETENCE

JINHUA CHEN

HOW TO SOLVE THE PROBLEM OF
INTERNATIONAL MANAGEMENT OF CHINESE
MIDDLE AND SMALL-SIZED ENTERPRISES FROM
A MICRO PERSPECTIVE

JIANG HAIYAN

10

ANALYSIS OF MODERN HOTEL INNOVATION
MANAGEMENT

WENJING YANG

11

THE STUDY OF PROFESSIONAL EMOTION OF
YOUNG TEACHERS IN COLLEGES AND
UNIVERSITIES

YEPING LU

12

ANALYSIS ON THE CROSS-CULTURAL
MANAGEMENT MODEL OF CHINESE
ENTERPRISES IN THE CONTEXT OF CULTURAL
DIFFERENCES

RUOQI WANG

13

THE CHANGE OF COLOUR SCHEME IN FLORAL
DESIGN

YAN Qi LIU

14

THOUGHTS ON THE DEVELOPMENT OF
MANAGEMENT ACCOUNTING IN SCIENTIFIC AND
TECHNOLOGICAL INNOVATION ENTERPRISES

MENGJING HAO

15

THE USE OF SOCIAL MEDIA IN TOURISM
INNOVATION

WANG YUZHI

16

SOME THOUGHTS ON THE DEVELOPMENT OF
CHINA’S SPORTS INDUSTRY FROM THE
PERSPECTIVE OF URBANIZATION

XIA ZHONGHUA

17

THE LITERATURE REVIEW ON
TRANSFORMATIONAL LEADERSHIP AND
EMPLOYEE PERFORMANCE

JATUPORN
OUNPRASERTSUK

18

KEY SUCCESS DETERMINANTS FOR NEW
PRODUCT DEVELOPMENT PROCESS IN BEAUTY
INDUSTRY

WENJING YANG
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"The International Conference in Management, Innovation,

At Chorkaew Meeting Room building 31, 5th floor, time 10.45 a.m. - 04.00 p.m.

Economics and Social Sciences (ICMIESS) 2021"

27 March 2021

Online Via Zoom Application
ID 876 375 6165 ROOM 3

(in Thailand)

Activities

Number

Title

Presenter

International present
(16 articles)
Chairman
1. Asst. Prof. Dr. Farrukh Igbal

Zoom Login Room 3
ID: 876 375 6165
Password: con3

10.45a.m. - 04.00 p.m.

THE ROLE OF LAW IN MANAGEMENT SCIENCE

XIAOYU DOU

RESEACH ON THE TRANSFORMATION OF
HUMAN RESOURCE MANAGEMENT IN THE
DIGITAL ECONOMY ERA

YUECHUAN TANG

ENVIRONMENTAL KNOWLEDGE IMPACT ON
PRO-ENVIRONMENTAL BEHAVIORS: A STUDY
OF CHINESE STUDENTS

WEIMING SHEN

THE ROLE OF HUMAN CAPITAL IN
UPGRADING ORGANIZATIONAL
PERFORMANCE

CHANGSHUN WU

RESEARCH ON THE DEVELOPMENT
STRATEGY OF DONGFENG MOTOR GROUP
FINANCE COMPANY

LI YICHUAB

THE SUCCESSION OF POLITICAL POWER OF
THE MILITARY IN THE THAI POLITICAL
CONTEXT

KITTIWIN
HANSAKSIT1

RESEARCH ON THE INFLUENCING FACTORS
OF ENTREPRENEURIAL ACTIVITIES BASED
ON THE THEORY OF PLANNED BEHAVIOR

BAORUI WANG

THE SANGHA AND ECCLESIASTICAL
GOVERNMENT IN THAI SOCIETY

PHRA SATAWAT
BOONKAMON

SOCIAL DEVELOPMENT IN NEW NORMAL
ERA BASED ON BUDDHISM

KANYAKORN
LAPDECHO

10

THE AUTHORITY TRANSFORMATION OF SUB-
DISTRICT HEALTH PROMOTION HOSPITAL TO
LOCAL GOVERNMENT ADMINISTRATION IN
NAKHON RATCHASIMA PROVINCE

SITICHOK LIMSUVAT

11

RESEARCH ON FISCAL AND TAXATION
POLICIES TO PROMOTE THE COORDINATED
ECONOMIC DEVELOPMENT OF CENTRAL
YUNNAN

JIMING TIAN

12

POLITICAL MOVEMENT OF THAI
STUDENTS’MOVE IN MODERN TIMES

PHRAKHRUSAGHARAK
YODSAWI PAMUTTOR

13

ANTECEDENT OF THE SUCCESS IN NEW
PRODUCT DEVELOPMENT OF THE SMALL
AND MICRO OF COMMUNITY ENTERPRISE IN
NOTHABURI PROVINCE

CHATTHAMMATHORN
YINGYUADUMPAI

14

EXPLORATION ON THE CULTIVATION MODE
OF INNOVATIVE AND ENTREPRENEURIAL
TALENTS OF APPLICATION-ORIENTED
UNDERGRADUATE UNIVERSITIES IN ETHNIC
MINORITY AREAS OF WESTERN YUNNAN

YANG XIAOLI

15

THE IMPACT OF KNOWLEDGE MANAGEMENT
ON PERFORMANCE EFFICIENCY OF SUAN
SUNANDHA RAJABHAT UNIVERSITY
SUPPORTING STAFF

SUPATTRA PRANEE

16

ANALYSIS OF A COMPANY’S MARKETING
CHANNELS

YUYAO WANG
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At Chorkaew Meeting Room building 31, 5th floor, time 10.45 a.m. - 04.00 p.m. (in Thailand)

Online Via Zoom Application
ID 876 375 6160 ROOM 4

Activities

Number

Title

Presenter

International present
(16 articles)
Chairman
1. Asst. Prof. Dr. Chumpon Rodjam

Zoom Login Room 4
ID: 876 375 6160
Password: con4

10.45 a.m. - 04.00 p.m.

1

NEW PRODUCT DEVELOPMENT
STRATEGIES OF CROSS-BORDER
INNOVATION IN FASHION INDUSTRY

CHUKUI CHEN

RESEARCH THE RISKS OF INNOVATIVE
COMPANIES BY ANALYZING BIKE-
SHARING COMPANIES

PUJIE ZHANG

THE ECONOMIC AND FINANCIAL IMPACTS
OF THE COVID-19 DISCUSSIONS BASED ON
INTERNATIONAL LITERATURE AND
RELATED CONCLUSIONS

XUAN NING

MARKETING APPROACH FOR THE THAI
TRAVEL COMPANY TO ACCOMMODATE
REVISIT OF CHINESE TOURIST

XIN LIU

THE IMPACT OF EXPLICIT KNOWLEDGE
MANAGEMENT AND TACIT KNOWLEDGE
MANAGEMENT ON CORPORATE HUMAN
CAPITAL IN INNOVATION PERFORMANCE

YIDAN WANG

MOBILE PAYMENT, LEADING THE
DEVELOPMENT OF FUTURE PAYMENT,
PROBLEMS AND COUNTERMEASURES

LIANG ZHAO

OPERATIONAL FACTORS AFFECTING
QUALITY OF LIFE THE PUBLIC NON-
PROFIT ORGANIZATION

CHOLPASSORN
SITTHIWARONGCHAI1

HUMAN RESOURCE MANAGEMENT
AFFECTING JOB SATISFACTION OF SMALL
AND MEDIUM - SIZED ENTERPRISES
EMPLOYEE IN BANGKOK

PANIDA NINAROOM

WORKING FACTORS INFLUENCING
PERFORMANCE EFFICIENCY OF
EMPLOYEES IN DUSIT, BANGKOK

WAREEYA
KHLUNGSAENG

10

RESEARCH ON THE INNOVATIVE PATH
FOR STRATEGIC MANAGEMENT OF
ENTERPRISES IN THE DIGITAL ERA

DENG HUILING

11

INNOVATIVE MODELS FOR
COLLABORATIVE DEVELOPMENT OF
KNOWLEDGE-SHRING AMONG SMEs

MINLIU

12

CREATIVE PARTICIPATION LEADS TO THE
STRENGTHENING OF THE OTOP
NAWATWITHI COMMUNITY

BENJAWAN
CHAROENKASIKORN

13

METHODS OF TEACHING GUANGXI’S
CAIDIAO FOR

14

MIDDLE-SCHOOL CURRICULUM

LUO TONG

15

GUIDELINE TO APPLY SUFFICIENCY
ECONOMY PHILOSOPHY IN COVID-19 ERA

NITIPUMI SANGPRADUB

16

RESEARCH ON THE DEVELOPMENT OF
CROSS-BORDER E-COMMERCE IN CHINA

YIHE GUAN
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ABSTRACT

In the development of enterprises, human resource management is an integral part and
a very important content of enterprises, which is conducive to promoting the good development
of enterprises. With the continuous maturity of technology, the digital age has come. The
development of digitization has brought new changes to modern enterprise management. The
successful transformation of human resource management brings opportunities and challenges
to enterprise human resource management, and the competitiveness of enterprises is becoming
more and more fierce, which is also an effective means for enterprises to enhance their external
competitiveness.

Based on the analysis of the present situation of the digital transformation of enterprise
human resources management, this paper puts forward the problems encountered in the
transformation of enterprises: the lack of talents, the backward organizational structure and so
on. And put forward the solution. The research shows that the digital transformation and
upgrading of human resource system is helpful to the organization construction of enterprises,
in order to realize the innovation of traditional human resource management, improve the
efficiency of human resource management, and realize the efficient allocation of human
resource management. For enterprises to achieve better development to provide effective
protection. Better promote the further development of enterprises, and comprehensively help
enterprises and even the transformation and upgrading of the economy.

Keywords: Human resource management, Digital, Business management

INTRODUCTION

1.1 Background of the study

In recent years, with the emergence and continuous development of new technologies
and concepts, digital transformation has gradually been recognized by the public, and digital
transformation has become one of the core strategies of enterprises. Under the profound
influence of the digital economy, the role of talent is becoming more and more prominent. In
the process of enterprise development, it is also necessary to recognize the positive role of
talents. (Chen, 2020). As an important part of corporate management, human resource
management is also undergoing major changes brought about by digitalization.

In the past 40 years, the development of human resources industry is very rapid, more
and more enterprise managers begin to attach importance to the role of human resources
services, gradually realize the real value of human resources management (Su, 2020).

According to the survey results, more than 20% of senior professionals in the world
have invested in the development of new technologies, such as big data, regional block chains,
5G and artificial intelligence, and are actively preparing for large-scale digital transformation;
related research by McKinsey also believes that comprehensive The digital transformation is
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the entry point for enterprises to participate in the next stage of competition in the information
transformation (Guo, 2020).

According to the IDC report, by the end of 2020, 67% of the top 1000 companies in the
world will realize the digital transformation of human resource management as one of their
main tasks (Wang, 2020). It has to be said that digital human resource management has been
paid more and more attention by enterprises to accelerate digital transformation and
construction. Only in this way can the management of the enterprise proceed smoothly, reduce
costs, increase work efficiency, promote the economic development of the enterprise, and
stabilize and enhance its competitive position in the market environment.

1.2 Problem statement

In the digital age, the human resource management environment has changed, and
traditional human resource management has been unable to adapt to new social forms (Wang,
2019). If modern enterprises want to gain a foothold in fierce market competition, they must
implement a digital transformation strategy for human resource management.

Although the digital transformation of enterprise human resource management is the
general trend, imperative, and of great significance, enterprises still have some problems in the
process of digital transformation of human resource management, which affect the digital
transformation of enterprise human resource management. Speed (Wang, 2020).

1.3 Research questions

Under the influence of the development of the present era, the internal and external
environment of the enterprise has changed, the traditional human resource management has
been difficult to adapt to the new social form, and the application of digital technology to
human resource management is also in line with the present situation.

However, due to various constraints, enterprises in the development of human resources
management in the process of digital transformation, more or less will encounter some
problems, such as: lack of talent, traditional organizational structure can not adapt to the new
model, and so on, limiting the pace of enterprise progress.

1.4 Research objective

With the development of Internet technology, the related theories of traditional human
resource management cannot adapt to the new development needs, which requires it to adjust
and improve the traditional human resource management theories to make it more adaptable to
corporate human resources in the context of the Internet. Resource management needs (Huang,
2018).

Based on the above problems, this article makes corresponding solutions: First, it is
necessary to strengthen the professional training of relevant personnel; second, the enterprise
should rationally design the organizational structure according to the current market situation.

This article analyzes the digital transformation of corporate human resource
management, hoping to help corporate managers understand the current status of human
resource management problems, so as to make corresponding decisions, and provide certain
theoretical reference significance for them.

1.5 Significance of Research

China's total digital economy in 2018 was 31.3 trillion yuan, an increase of 20.9%,
accounting for 34.8% of the GDP. China's digital economy ranks second in the world (Qin,
2020).

Digital technology is increasingly being used in the reorganization of business
processes, and human resource management will inevitably expand from the traditional
limitation of the internal enterprise to external stakeholders in order to achieve the docking and
integration of business processes (Zhang, 2019).
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Through the related discussion of digital human resource management, this paper
proves that human resource management can only adjust the resources of the enterprise and
realize the key to talent innovation and talent training only if it meets the development
requirements of the current era and the actual needs of the enterprise. Enhance the innovation
of enterprise management, further stimulate the potential ability and enthusiasm of enterprise
employees, and have a positive effect on the economic development of the enterprise.

LITERATURE REVIEW

2.1 The meaning of digital human resource management

The digitization of human resources refers to the use of mobile, interactive and cloud
technologies to improve the efficiency of human resources, and is a structural transformation
of human resources (Li, 2020).

Jeff Michael of Deloitte notes:" Human resources figures should also align culture,
talent, structure and processes to balance efficiency and innovation and to maintain measurable
impact on larger organizations as they evolve." (Li, 2020).

Through the application of digital technology and the innovation of human resource
information system, the process and efficiency of human resource work are optimized and the
work efficiency is improved.

The digital transformation of enterprise human resource management is to change the
traditional human resource management logic and use digital thinking to establish the
"strategy-talent-organization” management logic centered on talents (Wang, 2019)

Table 1: Core change points in the digital transformation of human resources

Category Traditional human resources | Digital human resources

Logic Strategy - Organization - Talent | Strategy - Talent - Organization

Role Positioning as a service center Positioning as Operations Centre

Design Focus on process Pay attention to employee
experience

Organization Position, Process Integrated  platforms  (policies,
processes, systems, operations, etc.)

Visits Position, Process Mobile side, application

Analysis Special analysis report Analysis  platform,  real-time
feedback

Communication Periodic reports, face to face Real-time interaction,  online
communication

Source: https://kns.cnki.net/kns8/defaultresult/index

2.2 The characteristics of human resource management in the digital age

In the era of digital economy, talent strategy has become an important part of enterprise
strategy, and human resources department has been given new positioning and responsibility.
It is the mission and value of human resource management in the new period to combine talent
strategy with enterprise management strategy, participate in the strategic management of
enterprise, shoulder the responsibility of optimizing and improving human resources,
reconstructing organization and promoting enterprise change, and become the strategic partner
of enterprise operators with strategic orientation (Fei, Huang and Zhu, 2020).

In the new era, human resource management is different from traditional human
resource management. It presents the following three main characteristics: workplaces are
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more digital, human resource management and operation systems are biased towards digital
management, and decision-making data (Meng, 2019).

(1) Digitization of the workplace: Modern enterprises use modern technology to
transform the workplace into a digital environment, which is conducive to improving work
efficiency and reducing employment costs.

(2) Digitization of the system: internal reforms of enterprise management, realization
of digital operation, and improvement of the human resource management system through
technological innovation, to achieve the effect of system digitization.

(3) Data-based decision-making: Through intelligent analysis of internal and external
data, the relevant talent management status and market competitiveness can be obtained, and
data analysis can be used to make quick and correct decisions and formulate future talent
management planning.

2.3 How to transform the digitalization of human resource management

(1) Many companies have gradually used advanced technologies and equipment such
as 5G and artificial intelligence to transform human resource management into an intelligent
transformation system, and used intelligent thinking to continuously improve the intelligent
human resource reform. With centralized management as the core, continuously improve the
efficiency of corporate business operations. Adopt new technology to promote the intelligent
transformation of the enterprise human resource system, provide comprehensive planning and
shared services for the daily management of the enterprise, focus on building the enterprise's
core resource management technology platform, improve the work efficiency of all employees,
and optimize intelligent resources on the basis of saving human intervention costs Management
system (Guo, 2020).

(2) By realizing digital transformation, enterprises can change the cumbersome human
resource planning process in the past, use big data cloud resources to implement effective
integration, and quickly analyze the status of market talent supply. At the same time, by making
full use of and innovating the quality and functions of digital technology, a reasonable talent
supply chain in line with the company's development strategy can be constructed, so that the
company can save a lot of time and cost in human resource planning and management, and
make the company's human resources standard and management is more in line with actual
needs and requirements, so that it can achieve satisfactory results (Wang, 2020).

RESEARCH METHODOLOGY

3.1 Research methods

With the rapid development of the Internet and information technology,
"comprehensive digital management” has been pushed to the forefront of enterprise
development. At present, many domestic and foreign advanced enterprises have implemented
digital management. In an increasingly competitive industry environment, companies must
keep up with the pace of the times if they want not to be eliminated and maintain a place.
Human resources, as the most critical resource for creating core competitiveness in an
enterprise, must undergo corresponding digital transformation. Support the development of the
enterprise (Lu, 2020). The digitalization of human resource management can realize the
transition of human resource management from vectorization, precision and refinement based
on intuition, feeling, and experience (Gao, 2020).

The research method adopted from this article is a combination of related literature
research and theoretical analysis. This article will focus on reviewing the latest research
progress on the digitalization of human resource management, and analyze the problems and
their importance during the current digital transformation of human resource management
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3.2 Data collection

In order to analyze the importance of the digital transformation of human resource
management to the enterprise, the relevant literature of predecessors is used for reference, and
the data collection method of theoretical analysis is used to verify.

In the context of continuous technological development and innovation, people’s
demand for information is constantly increasing. HR must not only make corresponding
judgments on a large amount of information and capture important information, but also be
able to perform information on the information in a short time. To deal with this, it is necessary
to transform traditional human resource management into digital human resource management.
Relevant personnel in human resource management have begun to participate, innovate, design
digital work practices and organizational structures. It promotes the simplification of work
processes and improves work efficiency.

In the era of big data, the transparency of the overall human resource allocation level
of the industry, the level of competitiveness of employees, career planning and training, and
the average salary level of the industry will all have a huge impact and impact on the company.
Actively promote and fully enjoy The civilized results brought about by the digital
transformation of human resources, improve the management and service level of human
resources workers, reflect the foresight, and remain invincible in the fierce corporate
competition. Innovation in human resources management is the only choice (Zhao, 2020).

CONCLUSION

In recent years, many domestic and foreign companies have been trying to achieve
digital transformation of human resource management, and continue to make efforts and
practices. In 2020, the new crown epidemic has swept the world, and this epidemic has also
accelerated the digital transformation of corporate human resource management to some
extent.

In the era of big data, the overall level of human resource allocation in the industry, the
level of competitiveness of employees, career planning and training, the average level of
expenditure and other aspects of transparency, all have a huge impact and impact on enterprises
(Zhao, 2020).

Based on the above analysis, this article concludes that the transformation of digital
human resources is necessary and the most important. However, in the digital age, the
transformation of human resource management of enterprises is facing a series of new
challenges. Professional training of relevant personnel must be strengthened; the organization
structure must be rationally designed according to the current market situation; and the
organizational operation model and management system must be promoted. Optimize reforms
and other related measures to face the challenges that have come and have not yet come.

This article analyzes the digital transformation of corporate human resource
management, hoping to help corporate managers understand the current status of human
resource management problems, so as to make corresponding decisions, provide a certain
theoretical reference meaning for them, and help companies in Increase competitiveness in the
market environment and stabilize the company's position.
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ABSTRACT

With the rapid development of global economic integration and information technology,
the enterprise supply chain management model has gradually transitioned from the traditional
"vertical integration™ to "horizontal integration™. The logistics era in the 21st century is the era
of supply chains. If companies want to obtain more economic benefits, improve market
competitiveness and international competitiveness, they must strengthen logistics innovation in
supply chain management. Logistics in the supply chain environment has become a planned
logistics system. It not only greatly improves the operational efficiency of logistics but also brings
greater economic benefits to the enterprise. The innovation of logistics management is to use
intensive modern management methods based on network technology and e-commerce to ensure
that manufacturers avoid excessive inventory. Since logistics plays an important role in the
distribution of entities in the supply chain, the logistics management model also follows
innovation. This article will focus on the concept of supply chain management, analyze its
characteristics and current problems and status quo, and propose new innovative ideas for supply
chain management to ensure the stability, balance, and effective application of enterprise logistics
management. Providing favorable suggestions for the development of enterprises and enterprise
competition is of great significance to the modernization of enterprises.

Keywords: Supply chain, logistics enterprise, management model, innovation
INTRODUCTION

1.1 Background of the study

With the rapid development of the socialist market economy and the continuous
progress of reform and opening up, the development situation facing the logistics industry has
also undergone earth-shaking changes. Supply chain management has also become the main
management model of logistics enterprises and has been applied to enterprises. In daily
operation and management. To carry out economic management, we must first match the
economic management concepts that keep pace with the times (Xue, 2021).

Modern logistics companies use the supply chain management model to break through
the shackles of the upstream and downstream docking of separate business processes and then
use a variety of resources, information, and funds to allow enterprises to allocate resources
reasonably and operate efficiently. The nodes between the chains cannot be separated
independently, and information sharing should be used to deepen the division of labor and
cooperation of chain management, and the period will reach a state of equilibrium (Zhou,
2020). The reason why supply chain management is adopted by the public is that it can create
a profit-added chain, ensure the profits of the enterprise itself, promote efficient management
of the enterprise, and strengthen the rapid development of the enterprise.

The traditional management system and operation mode of Chinese enterprises are far
from the modern enterprise supply chain management mode, and they cannot meet the
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requirements of supply chain management, which affects the survival and competitiveness of
Chinese enterprises in the international market. Therefore, study the supply chain management
model, change the management concept, and use advanced information technology to
effectively carry out the construction of the supply chain logistics relationship system,
comprehensively consider the enterprise's own actual situation and market conditions to carry
out the innovation and optimization of the management model, and improve the ability to
survive in the international market. Competitiveness, thereby effectively improving the
management efficiency of the enterprise itself.
1.1 Problem statement

With the continuous development of my country's economy, cooperation between
enterprises has become closer and closer, and international cooperation has become more and
more extensive. Compared with developed countries, the overall level of logistics in my
country is still backward, relatively single, and low in operational efficiency (Cao, Zeng, 2014).
Many companies lack logistics functions and have not yet formed a systematic management
model. However, logistics companies must continuously improve their modern management
models based on market demand to meet people's high requirements for industry service
efficiency and service quality. Therefore, in order to improve the level of enterprise logistics
management, it is necessary to have a systematic and complete management model (Ye, 2021).
This article will combine the new model of supply chain management and the actual situation
of the company to form an innovative management process suitable for the company.
1.2 Research question

Supply chain logistics management is a new business management model. Under the
background of the rapid development of information technology, it conforms to the new
economic environment, can respond to the new requirements of the development and change
of business management models, and shows strong vitality in practice Therefore, supply chain
management has great attraction and guiding significance for enterprises. But at present, there
are defects in the management model of supply chain logistics enterprises, the management
concept is lagging, the degree of informatization is low, and the emphasis on risk analysis is
lacking. In the face of problems that arise, they should conduct more in-depth research and
propose corresponding innovation Policies to ensure the long-term sustainable development of
enterprises.
1.3 Research objectives

Logistics management is a key part of supply chain management. It is very important
for enterprises to establish a new management model through logistics under supply chain
management, which is also the research direction of this article. Therefore, the purpose of this
study is: First, to clarify the existing problems of the current enterprise supply chain
management model, to study the new management model, and to identify whether it is suitable
for the sustainable development of the enterprise. Finally, realize the application of new
technology, do a good job in the positioning of management goals, adopt a more reasonable
way to handle business activities between enterprises, and contribute to the modernization of
the country (Xu, 2020) .
1.4 Significance of research

From the perspective of logistics development, supply chain management has become
an important means to accelerate logistics development, provide strong support for logistics
development, ensure the overall effect of logistics development, and make logistics
development healthy and rapid. Development path. We should realize the importance of supply
chain management to improve the quality of logistics enterprise development. In the actual
development process, we should pay attention to supply chain management to make the supply
chain a necessary condition to meet the development needs of logistics enterprises. At the same
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time, logistics enterprises must seize the opportunity to strengthen the innovation and reform
of logistics management models in thought and action and pay attention to comprehensive
consideration of the actual situation of the enterprise itself (Sun, 2020) .In the process of
continuous development, relevant personnel are also constantly exploring and researching the
integrated service management model, taking the actual needs of customers in the logistics
market as the basis of logistics services (Meng, 2020)

LITERATURE REVIEW

2.1 Analysis of the Characteristics of Enterprise Logistics Management in the
Environment of Supply Chain

Through a large number of literature studies, it is found that the modern enterprise chain
logistics management model has realized the comprehensive expansion and integration of
enterprise logistics management and supply chain management, correctly distinguishing supply
chain management and modern logistics management, and linking the two to build a reasonable
management model and optimization Supply chain logistics management system, in order to
achieve the maximum efficiency of the enterprise (Wu, 2021). my country's logistics
informatization is accelerating into the era of smart logistics characterized by the digitalization
of logistics business and the business of logistics data. The era of smart logistics is coming
soon (Yang, Tu, 2021). For example, a supply chain management model that pursues cost
minimization and a supply chain management model that minimizes response time. Under the
goal of ensuring the greatest improvement of logistics management efficiency, the supply chain
should be integrated into a unified node to meet the efficient management of modern enterprises
in the logistics system (Li, 2018), which has three main characteristics.

2.1.1 Highly integrated management

Supply chain logistics enterprise management uses more information technology to
transfer various logistics resources and information, and collect all information together. This
direct information transmission and sharing greatly saves time and space, and reduces logistics
costs (Zhao, 2018). With the acceleration of the transformation and upgrading of logistics
enterprises, logistics costs are decreasing year by year, and the efficiency of the logistics
industry is increasing year by year. The modern logistics industry has become an important
driving force for economic and social development (Liu, 2021). Essentially, all activities of
logistics management are integrated into a highly centralized logistics management system.

2.1.2 Highly shared management

Supply chain logistics enterprise management has strengthened cooperation with
informatization, that is, based on the sharing of information resources, it has realized
comprehensive cooperation between various departments and various enterprises, various
business tasks, and various logistics processes. The response chain as a whole must require
coordination and cooperation among its various node members, and clarify the goals and
responsibilities of each node enterprise (Zhao, 2020). This highly shared management model
makes resource transmission faster, the amount of information becomes richer, and the
accuracy of information has also been improved. Establish a coordination management
mechanism and a performance evaluation mechanism to provide.

2.1.3 Highly Flexible management

Flexible management is the process of introducing chain management technology and
dynamic management concepts to dynamically analyze the business needs of the company's
procurement, production, logistics and distribution departments to ensure highly matched and
seamless logistics management links. For modern enterprise supply chain logistics
management, it is necessary to use highly shared information resources in highly integrated
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business processes to improve the flexibility of all aspects of logistics management, so as to
meet the goals of diversified and complex needs of users to the greatest extent. In summary,
the optimization of supply chain management operation mode is a complex data collection
activity that requires the participation of all links in the supply chain (Song, 2020).

2.2 Innovative Design of Supply Chain Enterprise Logistics Management System

(1) The positioning of supply chain logistics management objectives: First, data
collection and transmission management should be relatively unified. Data collection is very
important for the management of logistics enterprises. It is the source of logistics information,
so it must be collected and managed uniformly; the second is data analysis and processing. In
order to save costs, logistics companies must hire professional data analysts to integrate data;
the third is information system management. Logistics companies must strengthen the
management of information systems to track logistics information and find evidence; finally,
companies must establish long-term cooperative relationships, integrate physical logistics
services, information flow logistics services, and capital flow logistics services to form synergy
effects (Qi, 2017).Therefore, we must pay attention to material management work, and actively
improve its old model, bravely try to innovate, so as to improve the ability of material
management work (Zheng, 2020)..

(2) Design of supply chain logistics management system: Centering on the logistics
management needs of modern enterprises, we introduce the concept of supply chain
management to re-architect the various processes of the logistics management system,
including logistics information system, procurement system, production logistics system and
sales logistics system And other content. In the design of enterprise logistics information
system, mainly starts from the three major links of enterprise procurement, production, and
sales to refine their respective business processes and content. The procurement system
optimizes the cooperation between the supply and the enterprise through the integration of
upstream suppliers; the production logistics link focuses on deepening the flexibility of the
internal links of the enterprise; the sales system focuses on optimizing the relationship between
warehousing and distribution. The specific design is as follows, as shown in Figure 1.

Figure 1 : The structure analysis diagram of optimizing enterprise logistics management
information system based on supply chain
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RESEARCH METHODOLOGY

3.1 Research Approach

Through the combination of literature research and theoretical analysis, it has studied
the problems of the current supply chain enterprise management model and how to innovate in
the future, how to formulate and design new ideas to change the current backward situation of
the model, and reveal the short-term and long-term perspectives How important is the
innovative concept to supply chain companies.

Since enterprises have a lot of business experience in the process of managing logistics,
such experience will become the wealth of enterprise logistics management for a long time.
But it is precise because this kind of experience will become an obstacle to the development of
the enterprise and constrain people’s innovative thinking. When dealing with problems, they
will always follow the previous template, which will stop the development of logistics
management. Logistics management needs to break the shackles of traditional concepts, strive
to innovate, develop with the development of the times, and always follow the pace of the times
(Yu, 2013).

DATA COLLECTION AND ANALYSIS

This research aims to find new ideas for supply chain management model innovation.
In order to review the relationship between previous papers, the results of this study are based
on the previous literature and verified by theoretical analysis and actual cases.

At the moment when the supply chain introduces global logistics management,
companies wanting to seek higher benefits in this need to continuously improve their own
logistics management level, fundamentally improve the efficiency of logistics management,
and rationally use the auxiliary role provided by the supply chain, To establish suitable logistics
management measures to maintain the core competitiveness of enterprises, so that logistics
management can truly promote the development of enterprises (Zhang, 2020). The courage to
innovate and create a logistics management process suitable for its own development can
keenly obtain market information, meet customer needs, maintain a vigorous enterprise vitality,
and make logistics truly become the third source of profit for the enterprise.

CONCLUSION

Modern logistics companies use supply chain management models to initiate new
trends in modern logistics management models. In the entire supply chain environment,
logistics management is highly integrated, highly shared management, and flexible
management methods. However, with the development of the social economy, some
deficiencies have appeared in the logistics management model. Improve and innovate in time
to meet the needs of logistics enterprise management in the new era. Reasonable manage the
exchange of economic activities and business activities between enterprises, improve the
management efficiency and quality of enterprises, find out the target positioning of logistics
enterprise supply chain logistics management, and rationally design the logistics management
system of the supply chain can make the management mode of logistics enterprises adopt again
The development trend of the times can also make enterprises bigger.
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ABSTRACT

With the rapid improvement of China's economic development level and the accelerating
process of urbanization, the garbage produced in social life has also brought "unbearable weight"
to the city. How to achieve the rationalization, standardization and management of garbage
classification has become an urgent environmental problem for more than 200 domestic garbage
production cities in China. At present, China's garbage classification mainly has two problems:
front-end resident classification and terminal collection, transportation, and disposal, that is, low
awareness rate, low accuracy of delivery and low utilization rate of resources. How to mobilize
residents to conduct garbage classification, enhance the public awareness of environmental
protection, and change the past fixed concept and garbage release behaviour is the most important
part of garbage classification treatment.

The inheritance and advancement of social civilization is the result of the collective
manifestation of municipal administration, social consciousness and living habits.

The major findings of that on July 1, 2019, Shanghai incorporated garbage classification
into the legal framework, which ushered in the “era of mandatory garbage classification™ and
set off a wave of public opinion (Jiang Heng, 2020). In fact, whether it is administrative power,
capital power, or civil organizations, when the issue of garbage classification is presented in
front of people in a circular motion, it has huge significance. Urban residents' awareness of
waste classification needs to be improved. And the knowledge of garbage classification needs
to be clear and implemented.

The purpose of this research is to manage garbage classification of Haining City,
Zhejiang Province as a case. And the methodology based on the perspective of polycentric
governance, tease apart the government, enterprises, society and citizen's four main
responsibilities, and puts forward to broad coalition government, market, the power of non-
government and individual citizens, through WeChat official account, WeChat little applet
garbage sorting recycling app such as multiple subject cooperation work to promote the
effective implementation of the garbage classification policy, also for other Chinese cities to
promote living garbage classification management experience.

Keywords: garbage classification; recyclable waste; no-waste cities; waste generation;
resource recycling

INTRODUCTION

Why is China in such a rush to sort its garbage? In 2004, China surpassed the United
States to become the world's largest waste producer (People’s Daily, 2004) (Li Yanbin,2020).
These discarded garbage does not disappear, there will be some day in the form of other forms,
may be as the wind blowing, drinking water, coming back to our lives. Garbage classification
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is not only related to the quality of our living environment, but also an important embodiment
of the level of social civilization.
1.1 Research Background: Garbage classification has become a new fashion.

In order to implement the important directive spirit of the state on the construction of
ecological civilization, effectively promote the classification of domestic garbage, improve
urban management services, create a good living environment and ecological environment, and
improve the efficiency of garbage classification, this paper puts forward the construction of
intelligent classification management information platform, and analyses the intelligent
management methods. The construction of the platform is conducive to improving garbage
classification Class an intelligent management level is a more accurate module of the
intelligent sanitation management platform, which plays a good demonstration role for the
integration of the intelligent sanitation management platform in the future.

1.2 Research significance.

Environmental management innovation aiming at good governance of environment.

1.2.1 Practical significance.

1.2.1.1 It can greatly improve the enthusiasm of the masses to participate
in garbage classification and release.

In the case of benefiting others as well as oneself, throwing garbage can make
money, which will improve the enthusiasm and initiative of people to participate in garbage
sorting.

1.2.1.2 It can increase the economic benefits of waste treatment enterprises.
With the precise delivery of household garbage by the masses, enterprises can be helped to
maximize the recycling and utilization of "recyclable” garbage, which invisibly increases the
economic benefits of enterprises.

1.2.1.3 In line with the environmental protection requirements of waste
resource utilization.

Recycling waste is the primary purpose and the best choice of waste disposal.
At present, garbage classification is only carried out on a pilot basis in some cities, and most
of the domestic wastes in cities mainly adopt landfill treatment and incineration treatment,
which will bring some harm to the environment. To do well the classification of domestic
garbage from the source can reduce the total amount of garbage that needs to be buried or
incinerated, thus reducing the pollution to the environment (Xu Liwen,2021).

Through the classification of delivery, classification of collection, recycling of
useful materials, waste into treasure. It can not only improve the utilization level of waste
resources, but also reduce the amount of waste disposal. It is an important way and means to
realize waste reduction and recycling

1.2.2 Theoretical significance.

There are many insoluble plastics, waste tires, scrap metal and so on in the garbage,
which will not decay if buried for decades or even hundreds of years. There are also some
harmful and toxic wastes in the garbage, such as waste batteries, chemical wastes, and medical
wastes. Through garbage classification and collection, we can sort out the insoluble substances
and harmful substances in garbage and make use of them or treat them specially to reduce
environmental pollution.

It can realize the recycling of garbage and improve the recycling rate of waste. By
sorting and collecting garbage, useful substances in garbage, such as wastepaper, waste glass
and waste metal, can be recycled and utilized (Supervision,2018).
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LITERATURE REVIEW

2.1 Environmental awareness.

Environmental awareness was first put forward in the 1960s. American scholar Roth
proposed environmental literacy (Wang Min, 1999), which is like environmental awareness in
concept. In 1992, the United Nations Conference on Environment and Development issued
"Agenda 21" pointed out that: "environmental education is essential to promote sustainable
development and effective public reference decision-making. The agenda recommends
"reorienting education for sustainable development, raising public awareness and promoting
training” (Zhang Yukang, 2020). In 1978, the American scholar Dunlap with Van Liere, put
forward the concept of "new environmental paradigm”(Wang Min, 1999), it advocates a kind
of new thought of interactive relationship between man and nature, the belief is to know the
person is a part of the whole natural ecological system, believe in the existence of all kinds of
limits, confirm the load capacity of the earth is not infinite, recognize the importance of the
whole ecological system smoothly.

2.2 The concept and knowledge of garbage classification.

2.2.1 Concept of garbage classification.

Garbage classification refers to the general term of a series of activities that transform
garbage into public resources by classified storage, classified delivery, and classified handling
according to certain regulations or standards (Beijing et al., 2020).

2.2.2 Knowledge of garbage classification.

The purpose of classification is to improve the resource value and economic value of
garbage and strive to make the best use of everything (Beijing et al., 2020). The classification
and storage stage of garbage belongs to the private goods of the public. After the garbage is
classified and put into the public, it becomes the regional quasi-public resources of the
community where the public is located. After the garbage is sorted and transported to the
garbage concentration zone or transfer station, it becomes the public resources without
exclusion.

In developed countries such as Japan and Germany, garbage sorting and recycling has
reached a high level. Has a wide popularity, with a special government departments and
companies to carry out garbage classification and recycling work. For the residents of these
countries, the idea of sorting rubbish has gone very far.

There are generally three methods of garbage classification and collection. The first is
mixed collection, centralized sorting. At present, most cities in China still adopt such collection
methods. Collect household waste centrally, and then transport to the garbage sorting station.
The second is source classification. At present, some garbage classification pilot cities are
Shanghai, Tianjin, Beijing and so on. The method of source classification has lower cost and
higher benefit. The third is source classification, such as classifying garbage only into
recyclable and non-recyclable garbage. Many city street bins take this form, but the effect is
not very good, many residents still mix the two types of garbage.

2.3 Problem Statement

China's garbage classification is at a low level. At present, China's prefecture-level and
above cities have fully started the work of household waste classification. By the end of 2020,
46 pilot cities will carry out mandatory household waste sorting first. On July 1, 2019, the
Shanghai Municipal Household Waste Management Regulations was formally implemented,
marking the first time that Shanghai has entered the era of mandatory waste classification.
Forty-six pilot cities have drawn up plans for implementing the garbage sorting system.
Shanghai, Xiamen, Shenzhen, Hangzhou, Ningbo, Beijing, Suzhou and other cities have set up
systems for the sorting, transportation and treatment of household waste.
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But overall, the coverage of garbage classification in China is still very limited. The
current 46 key cities account for only about 7% of the country's total number of cities, and
their progress is uneven. It can be said that China's garbage classification is still at a low level
of development, and there are widespread problems such as low awareness rate, low accuracy
rate and low resource utilization rate of garbage classification (Zhang Yukang, 2020). In
contrast, the garbage classification problems of Haining City are mainly concentrated as
follows:

2.3.1 How to classify the garbage for some of them are not clearly classified?

2.3.2 How to define recyclable and non-recyclable?

2.3.3 How to strengthen the publicity and popularization of garbage classification
knowledge?

RESEARCH METHODOLOGY

3.1 Current situation of garbage classification.

The reason why urban residents are not enthusiastic about "classified voting". One is
the classification consciousness is not strong enough. Second, the hardware is too small, for
example, many communities, public places have not configured standard classification of
garbage cans, some residents want to classification but not. Third, classification standards are
too vague, some garbage do not know where to throw.

3.1.1 "What kind of trash are you?”

A lot of people don’t know how to sort the daily garbage well.

3.1.2 Across the country how to do the garbage classification?

3.1.2.1 Hefei City, Anhui Province.

Hefei is the first garbage sorting and recycling platform in China. Make an
appointment with the public account to collect garbage and replace the corresponding daily
necessities. The operation is very simple. Open the "City Service" of Alipay, select "Garbage
Classification and Recycling”, select the door-door address and door-door time according to
the process prompts, and then you can sit and wait for the community collector to come to your
door. After weighing and calculating the price, the income from selling waste will be
automatically transferred to the withdrawal account set by the residents. For low-value
recyclables, they can be exchanged for "energy" by weight. For example, 1 kilogram of plastic
bottles can be exchanged for 1 kilogram of “energy", which can then be exchanged for physical
goods or coupons at the environmental mall.

At present, the platform mainly provides door-to-door recycling services for two
types of waste products. One category is used furniture, the second is wastepaper, glass, metal,
fabric and other household waste, the two categories have covered the whole city of Hefei
(Anhui Know Earlier,2019).
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3.1.2.2 Huizhou City, Guangdong Province.
Introducing "Little Yellow Dog" to collect garbage for a fee.

Table 1: "Little Yellow Dog"

Source: Nanfang plus client” in Jinri Toutiao, ]1.]6;20]8.

"Little Yellow Dog" will enter urban residential communities, office buildings and
other public areas, and recycle waste plastics, waste paper, waste textiles, waste metals and
other wastes according to local market prices in a paid way, helping residents to simply and
easily complete garbage classification, and immediately return to cash, truly “turning waste
into treasure”. Its perfect self-owned recycling and shipping system, intelligent and efficient to
complete the classification of recycling, to achieve the reduction of domestic garbage,
recycling, harmless (Lu Hui,2018).

3.1.2.3 Guiyang City, Guizhou Province.

Set up a "green account" to reward residents for waste classification. In Guiyang,
for full implementation of urban living garbage classification, innovation system and
mechanism, the government establish a residents "green account” "environmental protection
archives™ reward mechanism, the correct classification on the residents living garbage can
redeem a reward, to boost the work, strive to the end of 2020, realize the recycled waste
recycling utilization rate of more than 35% (Luo Fei, 2019).

3.2 Japan is one of the first and most successful countries in garbage classification.

From the data, we can know that Japan began to implement garbage sorting and
recycling in 1980, and now it has become the best country in the world. Currently, Japan
produces only 410 kilograms of trash per person per year, the lowest in the world. And every
year, trillions of yen of all kinds of resources can be recovered from garbage, such as rare earth
elements, which are most used in electronic equipment. Japan can meet about 30% of its
industrial demand by recycling garbage classification. No wonder some people say that garbage
classification is the "invisible mine™ of Japanese people (Wang Yu,2019).
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Table 2: A cumbersome Japanese garbage classification manual
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3.3 Waste Management System in Haining City

3.3.1 Haining household waste is divided into 4 categories.

According to the relevant regulations on the classification and disposal of urban
household waste in Haining City, garbage in urban residential areas can be disposed of in four
categories. The first is "recyclables"”, mainly including paper, metal, glass, plastic products,
pollution-free clothing, and rubber products, etc. The second is "kitchen waste”, mainly
including leftovers and western food pastries and other food residues, vegetable stalks and
leaves, animal bones viscera, tea leaves, fruit residues, fruit shells and rind, used cooking oil,
etc. The third is "hazardous waste", mainly including batteries, waste electronic products, waste
light bulbs, expired drugs, expired cosmetics, hair dye, pesticide containers, herbicide
containers, waste mercury thermometer, waste paint bucket, waste printer cartridges, toner
cartridges, etc. Finally for "other garbage”, mainly including paper, contaminated by pollution
and cannot regenerate or other not recycled glass, contaminated plastic bags and other plastic
products, contaminated clothing and other textile scrap, old ceramics, animal bones, women's
health supplies, disposable tableware, cigarette butts, dust, etc (Wang Hanghui et al.,2016).

3.3.2 Multi-centre Management Theory Methodology.

Four main responsibilities: Government, enterprises, society and citizens in Haining
should take the responsibilities of the waste classification.

In the 1970 s, during a long-term social empirical research, American scholar Ostrom
couples found that the management of public affairs should break the traditional government
monopolies or market to provide a single supply mode, and set up under the framework of
government, market, society, the three dimensional "polycentric governance™ mode, to
effectively overcome not simply rely on market and government (Xiong Guangging et
al.,2018). The core point is that formally independent multiple power or decision-making
centres, through cooperation and competition, jointly achieve public affairs governance and
provide public service quality (Du Chunlin et al.,2019). The multi-centre management
dimension structure is shown in Figure 1.
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Figure 1: Polycentric governance dimension structure chart
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3.3.2.1 Government & Communities

Under the theory of multi-centre governance, the responsibility and management
mode of Haining Municipal Government have been transformed. The government is no longer
a single subject but participates in social life together with other subjects such as enterprises
and society. The maximization of citizens' interests and the diversification of citizens' demands
can be realized through the mutual competition and cooperation of multiple subjects. The
government makes decisions from the following two aspects: on the one hand, it should change
the management way and means, and change the direct management into the indirect
management. On the other hand, we should build a bridge to communicate with social
organizations. Equal communication and consultation with other subjects should be realized,
and a macro management framework and code of conduct for each participant should be
formulated to ensure effective governance of the society.

Haining Municipal People’'s Government implements a subsidy mechanism for the
declaration and acceptance of residential areas that carry out garbage classification, removal of
barrels and construction of containers, regular and fixed delivery, and intelligent weighing
supervision (Haining City Municipal People's Government Office, 2020).

Table 3: Haining Municipal People's Government Subsidy Standards

Subsidy Proportion of subsidies at the . . .
- Maximum subsidy unit price
Programs municipal level
Xiashi Street & | Other towns & | Xiashi Street & | Other towns &
Haizhou Street streets Haizhou Street streets
One-time 50% 30% ¥ 2500/ nt ¥ 1500/
Investment
The origin land 50% 30% ¥ 100/per ¥ 60/per
regreen
Perennial
operation  and 50% 50% ¥ 4000/m/Year | ¥4000/ni/Year
maintenance

Source: Haining Municipal People's Government Office on 3rd, June,2020
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3.3.2.1.1 The relevant regulations should be perfected.

In addition to the promulgated municipal waste classification management
measures and regulations, it is necessary to introduce supporting policies to promote the
effective implementation of the waste classification system. Specifically, it includes clarifying
the responsibilities and obligations of the administrative departments of ecological
environment, housing and urban and rural construction and other relevant departments.
Formulate guidelines for household waste classification and release, and uniformly mark the
configuration requirements and colour patterns of classified collection containers. The common
waste varieties and specific reward and punishment systems are detailed. Continuously refine,
perfect, and improve the measures according to the implementation situation. We will
implement the extended producer responsibility system, restrict the use of disposable goods by
social enterprises and organizations such as hotels, the catering industry, and public
institutions, and promote the reduction of waste at source. Improve the operation standard and
vehicle update and maintenance in the process of household garbage removal and
transportation.

3.3.2.1.2 Policies and measures need to be strictly implemented.

In the early stage, staff will be sent to various districts to hold symposia to
collect opinions and suggestions, and the specific contents of policies will be strictly
implemented in the implementation process, so as to ensure that garbage will be placed,
transported and dealt with on a regular basis, and problems will be found to supplement and
adjust policies in a timely manner, so that policies and measures can adapt to social
development.

3.3.2.1.3 Encourage citizens to actively participate in garbage classification.

The government should, through the combination of coercion and incentive
measures, urge the public to change from the passive audience of garbage classification to the
active driving force of garbage classification, change the "object" to the "subject”, and finally
become the promoter and advocate of garbage classification. At the same time, not only should
the whole process of garbage disposal be made public to protect citizens' right to know, but
also should broaden the supervision channels for citizens, set up reporting telephone and
complaint mailbox, and strictly implement the punishment system for violating regulations.

3.3.2.2 Market and enterprises

The market is highly efficient, sensitive and can respond quickly to social
development. Under the framework of the theory of multi-centre governance, the governance
of public affairs not only needs the strong support of the government's publicity and
centralization, but also needs the participation of the market to take advantage of its "cost-
benefit" processing idea as an effective supplement to social governance. In the process of
garbage classification, the proper introduction of market mechanism and competition
mechanism can effectively improve the level and quality of public service. Internet start-ups
need to keep up with market trends. We will develop garbage classification inquiry apps or
small programs to facilitate citizens to inquire about the garbage category anytime and
anywhere. Waste treatment enterprises use intelligent technology, the establishment of
information platform, the use of Al identification and other emerging technological means to
improve the efficiency and industrialization of waste classification, for example, through the
"smart trash can" to relieve the pressure of crowded, office buildings and public places waste
mixed into the disaster areas. Establish a whole-process garbage classification information
platform, gradually realize the informatization of garbage classification, realize the real-time
data display of household garbage classification, cleaning, transportation and disposal, whole-
process tracking and traceability of household garbage, and online identification of garbage
quality. Al recognition technology is used to analyse the quality and quality of garbage
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classification in real time, and cameras are installed in the tailboard of the garbage collection
and transportation vehicle, garbage transfer centre and garbage resource recycling plant to
record the whole process of garbage collection and transportation. So that the responsible party
can be quickly identified when problems such as classification and transportation fail to meet
the requirements can be held accountable (Sun Xiang et al.,2019).

3.3.2.3 Society

3.3.2.3.1 Linguistics of garbage classification.

From the linguistic point of view, let the ordinary people of garbage
classification confused category name is an important reason of the fuzzy and lack of
distinctiveness: "wet garbage" is not all the "wet" junk. "Junk" is "other garbage, and it is in
addition to wet garbage recycling, hazardous waste, waste of the others™. To call perishable
restaurant waste "wet waste" follows folk standards, not scientific ones: just as "whales" are
not fish. "Wet waste" has fewer words than "kitchen waste" or "perishable waste". It follows
the economic principle of language, but it is easy to cause misunderstanding. For example,
many people do not understand that lobster shells are wet waste and oyster shells are dry waste.
The difference between the two is simple: Lobster shells are prone to decay, while oyster shells
are not (Zhao Wei, 2019).

In view of this, we suggest that classification names such as "dry waste" and
"wet waste" should not be used, but "perishable waste™ (or "kitchen waste” or "food waste")
and "non-perishable waste", so as to facilitate the public's understanding and distinction (Zhao
Wei, 2019).

3.3.2.3.2 “What kind of trash are you?”

PIG Garbage classification tips: The garbage that pigs can eat is kitchen
waste. The garbage that pigs will be poisoned to death is harmful garbage. The garbage that
even pigs don't want to eat is other garbage. And the recyclable garbage can be sold to buy pigs
with the money.

3.3.2.3.3 Haining Garbage Classification Festival.

By the end of this year, the coverage rate of household waste classification
in all fields from edge to point in Haining shall reach 100%. The utilization rate of resources
shall reach more than 95%. The harmless treatment rate shall reach 100%, and the growth rate
of household waste shall be controlled within 1%. In order to better promote the city's garbage
classification work, combined with the consolidation and promotion of the national civilized
city, Haining has set the 25th of each month as the "National Action Day for Domestic Waste
Classification” from March, to ensure the continuous and strong garbage classification through
the focus on team building (Zhejiang Daily,2019).

Table 4: The 1st “Activity room+ garbage classification box-room” in Haining

e ! |

Source: The 1st “Activity room+ garbage classification box-room” in Haining
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The first village-level intelligent waste sorting experience library in Jiaxing City was
officially opened in Xucun Town, Haining City (Zhejiang Daily,2020).

In order to further popularize garbage classification knowledge and promote residents'
awareness of garbage classification, from this year's International Consumer Rights Day,
Haining Municipal Environmental Sanitation Department recommends the newly opened
Haining Municipal Garbage Classification Interactive Experience Base -- Haining Municipal
Garbage Classification Publicity and Education Center for all citizens. To shorten the
interactive experience between people and household waste classification (Zhejiang
News,2016).

Haining's first intelligent management system for garbage classification, cleaning and
transportation has been launched in Jianshan New District, Huangwan Town (Haining
Municipal,2020).

3.3.2.4 Citizens

As an important subject in modern society, citizens' participation consciousness
has a great impact on the handling of public affairs and the provision of public services. The
mandatory garbage classification policy (Yu Junbo et al.,2019) is a thorough change of the
traditional "throwaway" garbage discharge mode and a subversion of people's living habits.
The difficulty of implementation can be imagined. However, in the process of garbage
classification, residents are undoubtedly the direct implementers of garbage classification. The
degree of recognition and implementation of garbage classification by residents is the premise
and basis of domestic garbage classification. Therefore, the comprehensive implementation of
garbage classification requires citizens to reverse their original ideas and cultivate their
awareness of garbage classification.

FINDINGS AND DISCUSSION

Garbage Classification Applet “Huanzheli Recycle”.

Use WeChat public platform to optimize the dissemination of garbage classification
knowledge.

"Huanzheli Recycle" recycling is a large-scale public welfare project of Haining
Kangyuan Renewable Resources Technology Co., Ltd., which is mainly engaged in garbage
front-end classification and reduction and recycling of renewable resources. The company with
modern logistics technology, car wisdom network technology, intelligent Internet technology
and the Internet information for big data technology to support, under the government guidance
and the joint efforts of all parties, comprehensive build a "wisdom logistics + smart Internet"
driven system of renewable resources recovery, through online recovery industry ecosystem,
to the masses, enterprises and institutions, commercial complex, recycling, renewable
resources for industry, garbage disposal units, such as organic integration, to create a complete
set of renewable resources recycling chain, greatly reduce landfill burning garbage, solve the
problem of recycling the last kilometer. "Huanzheli Recycle" intelligent recovery system is
mainly through the use of advanced intelligent Internet of smart car recycling equipment,
networking logistics pickup system, professional distribution centers and the Internet
information data platform, in-depth community, from the source of waste recycling service site
overall layout, to the life in the garbage can use to establish "intelligent", "digital”, "integration
of all-round, the whole area, plus the public service" type system of recycling service,
fundamentally solve the source separation of waste reduction, recycling and harmless
(Huanzheli Recycle WeChat Official Account,2020).

Huanzheli Recycle carry out paid recycling. Recycled categories and prices are as table
5 and table 6.
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Table 5: Recycled Categories and Prices of Huanzheli Recycle

G Water bottles bottles G clothing

- fabric ‘
Beverage n #
bomeogm 0.3yuan/kg
yuan per piece cans Plush toys
& Yellow plate The flower H .

b),\/‘ board

| Plastic containers
70 plastic

The paper class V #ir .

0.4 yuan/kg
0.9 Currency/kg The newspaper Mixed paper
Plastic toys
=
The book of paper
9, ﬁ :
b Glass bottle The glass
glass
4
0.02 yuan/kg W, -
=
The mirror Shards of glass

Source: Huanzheli WeChat Official Account, trans by Longfei Sun
Table 6: Huanzheli Recyclable Garbage Sorting Bin
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~ e -

,, -Sodrce: Huanzhe'lri WeChat Officiél Account

.
-

School bag

£

The scarf

i

toiletries

®

Plastic cutlery
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CONCLUSION

To sum up, garbage classification can bring effective benefits to various fields of
society. According to statistics, Haining started the construction of garbage classification,
classification collection, classification transportation and classification treatment system in
2018. Haining city are equipped with 122 classified transport vehicles, 268 residential
communities, 101 Party and government organs and state-owned enterprises have basically
realized the full coverage of household garbage classification. The work list of 22 types of
mandatory classification places has been clarified and is being combined. The annual output of
household waste was 357,600 tons (including kitchen waste), down 14.5 percent from the same
period in 2018 (Yang Pingping, 2019)

After the classification of garbage collection has a huge economic value: every use of
a ton of wastepaper, can make paper 800 kilograms, equivalent to saving 4 cubic meters of
wood or less cut down trees for 30 years of 20 trees. Each ton of using scrap iron and steel, can
be extracted and steelmaking 900 kilograms, equivalent to saving 3 tons of ore. One ton of
recycled waste glass can produce a piece of flat glass the size of a basketball court or 20,000
500-gram bottles. Using 1 million tons of waste grain to process feed can save 360,000 tons of
grain for feed and produce more than 45,000 tons of pork (Supervision,2018)

5.1 Willingness and influencing factors.

In the case of self-interest, waste classification can make money and improve
everyone's enthusiasm and initiative to participate in garbage classification. Create a healthy
living and working environment and built no-waste cities.

5.2 Participation and influencing factors.

Can increase the economic benefits of garbage disposal enterprises. With the people's
accurate release of life garbage, it can help enterprises to maximize the resource recycling and
utilization of "recyclable” garbage, which increases the economic benefits of enterprises.

5.3 Satisfaction and influencing factors.

Meet the environmental requirements of waste resource utilization. Recycling garbage
is the primary purpose and best choice of garbage disposal. At present, the garbage
classification is only carried out in some cities. In most cities, the household garbage is mainly
landfill treatment and incineration treatment. From the source, do a good job in the
classification of household garbage, which can reduce the total amount of waste that ultimately
needs to be buried or burned, to reduce the pollution to the environment.

5.4 Opinion.

Of course, the implementation of the "Internet + garbage classification™ model does not
mean that garbage disposal can be achieved overnight, and there is still a lot of work to follow
up. Perseverance and persistence!
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STUDY ON IMPROVING STRATEGY OF K AIRLINES SERVICE
QUALITY MANAGEMENT.

QIANG HAO
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ABSTRACT

Purpose: This paper conducts a detailed analysis of the service quality of K Airlines
and provides the company with scientific and effective auxiliary tools to help the company find
its own shortcomings, adjust and optimize the shortcomings, so as to improve the service
quality. Research methods: Literature research is used in this paper. Field interviews and other
methods are used to understand the latest research trends of service quality evaluation, track
the latest theoretical frontier, sort out the existing problems and provide reference.

Findings: K airlines service quality system needs to be further perfect, should strengthen
basic security work, improve the flight on time, improve the quality of remedial services,
improve passenger service experience and so on aspects, at the same time, strengthen the
communication with other business units based on passenger demand, strengthen information
tells the service, improve customer care center.

Research value: in this paper, the study of K airlines can make the theory of service
quality play a promoting role in the Chinese civil aviation industry, in order to realize the civil
aviation in the breakthrough of service quality management, to help airlines find themselves K
deficiency, then is insufficient to adjust, to provide basis for management decisions.

Keywords: airlines, quality of service, perfect
INTRODUCTION

1.1 Research background

With the rapid rise of China's civil aviation industry, the level of hardware has been
greatly improved. After upgrading and optimizing the basic equipment, it is gradually in line
with the level of international civil aviation transportation. At the same time, the service quality
of civil aviation transportation industry has a long way to go. The positioning of civil aviation
transportation industry is a development direction that domestic airlines need to pay attention
to in the service industry. In order to achieve the international first-class service quality level,
we must establish and perfect the service quality evaluation system, take the customer's demand
as the direction, change the service quality homogenization phenomenon. China's civil aviation
industry is in the critical period of development and transformation, with the goal of increasing
Kinetic energy, adjusting structure and transforming mode as the reform, improving the quality
of aviation service, based on market demand, strengthening quality construction, and making
great efforts in innovative technology, management strategy and evaluation and supervision.
For customer complaint feedback, baggage loss, late arrival, flight delay and other issues of
humanistic detail care, maintain the airline brand image, and then enhance the airline market
competitiveness. Nowadays, many large airlines around the world increase their visibility and
influence by improving customer satisfaction. In order to improve passenger satisfaction,
airlines with service as the core must take passenger demand as the direction. Whether K
airlines insist on taking passengers as the center determines whether K airlines can develop
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sustainably. This paper makes a detailed analysis of the current service quality system of K
airlines, finds out the problems existing in the development, and then puts forward some
suggestions for improvement, which can help K the continuous improvement of the core
competitiveness of the airline market.

1.2 Purpose and significance of the study

1.2.1 Research Purpose

Service quality management system is a quality management model necessary to
achieve service quality objectives. A good airline, in order to achieve all-round development,
or to have a stronger competitiveness between the same industry, we must constantly improve
and improve the quality of service. Civil aviation industry is a high-end industry, a typical
window service industry, to a large extent, it reflects the overall service image of a country. At
present, the service quality of airlines is one of the important factors in the competition of major
airlines in the world. With the process of economic globalization, the civil aviation market has
poured into a large number of international airlines, private airlines have sprung up, and
Chinese airlines still have many shortcomings in service quality. Specifically, Chinese airlines
pay too much attention to the impact of ticket prices on passengers, ignoring the important role
of service quality on customers, and homogeneous services can not stand out in the fierce
market competition.

As a result, under the guidance of the following objectives, the K airlines have carried
out a comprehensive quality of service analysis:

1. Aim at the current development of service quality of K airlines, find out the key
factors that hinder the improvement of service quality of airlines, take the actual needs of
customers as the guide, establish and perfect the service consciousness and service evaluation
system of the company, so as to grasp the passenger demand more accurately and provide
accurate, differentiated and high-quality service for passengers. On this basis to create a
corporate image, improve the influence of the company.

2. Carefully grasp customer needs, rely on scientific and technological progress,
scientific management and other means to improve service quality, thereby improving
passenger satisfaction.

3. Through the true feelings service, with professional, true feelings and excellent
quality service, to improve passenger loyalty and product viscosity, from the passenger
demand, highlight the quality of service, cause passenger resonance, form emotional
interaction.

1.2.2 Research Significance

At present, the major international airlines pay more and more attention to the
improvement of service quality, and the path of promoting the development of enterprises by
improving customer satisfaction has reached a consensus. In the process of improving customer
satisfaction, the company should have the pursuit and goal of high quality and high efficiency.
K aviation as a transportation service enterprise, if we want to continue to maintain the
advantage in the fierce competition, we must take the construction of perfect service quality
system as the future development strategy of the company.

Through consulting the data of K airlines about service quality, analyzing the current
situation of service quality construction of the company, and putting forward some suggestions
for improvement, it is hoped that the research on K airlines in this paper can promote the theory
of service quality in China's civil aviation industry. In order to achieve a breakthrough in
service gquality management.
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At the same time, it is hoped that by diagnosing the problems existing in the
development of K airlines, we can help the companies to find their own shortcomings, and then
adjust them to provide the basis for the decision of the management of the company.

1.3 Status of research

From the current development of aviation industry, China's current research on aviation
service quality is far from enough, service quality is not high. The service objectives of CAAC
in 2018 are to thoroughly implement the general idea of civil aviation work put forward by
CAAC, to link up with the spirit of civil aviation work conference under the guidance of the
19th CPC National Congress spirit of the Party, to establish a new concept of development, to
pay attention to the unity of social and economic benefits, to enhance the ability of independent
innovation, to improve service quality by means of scientific and technological progress and
scientific management, to reduce baggage transport error rate, customer complaint rate, to
improve the normal rate of airport originating flights, and ultimately to improve customer
satisfaction. Improve service quality and satisfaction under the requirement of improving
quality control ability. Service quality management mainly refers to the quality management
of service industry, but also includes design quality control, process quality control, brand
creation, after-sales service management and so on (Wang Yun, 2002). Strengthen the
timeliness of service remedy, attach importance to marketing, set up correct service concept,
improve service standards, and clarify customer needs (Pan Xin and Xiao Zhipan, 2002). At
present, the domestic air transport industry has been greatly developed. However, in the process
of rapid development, there are many problems in its service quality, which seriously affect the
consumption experience of passengers, and damage the brand construction and corporate
image of civil aviation service industry. Hinder the pace of development to civil aviation power
(Wang Yukun, 2019). Passengers are most concerned about the safety of flight, followed by
catering services on board, aircraft delay rate, remedial measures after delay, and so on (Xu
Mei and Chen Lihua, 2001). With the continuous development of economic level and the
increasing material demand of the people, the service level of various industries is constantly
improving and the service concept is constantly updated. Civil aviation service is the service
that passengers enjoy when taking civil aviation aircraft. The level of service affects the
aviation experience of passengers, so airlines should pay attention to service and improve
service quality. In view of some problems in the process of aviation service, this paper further
expounds how these problems restrict the development of airlines. In order to solve these
problems, airlines should establish service quality system to provide high quality service and
promote the development of airlines (Lu Pan 2018). The factors that have an important impact
on passenger satisfaction are aviation service quality and consumer emotion (Yu Wenying and
Li Jingxun 2019).

1.4 Contents and Methods of Research

1.4.1 research content

This study selects K airline's service quality as the research object, on the basis of
analyzing the service present situation of the company, taking the aspect of low passenger
satisfaction as the breakthrough point, points out the problems existing in the K airline.
According to the problems faced, consult the relevant theoretical research, analyze these
problems, get the crux of the problem, and find out the reasons and finally put forward the
solution ideas and specific solutions.
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1.4.2 research methodology

1.4.2.1 research methodology

(1) Literature research

Consult the literature, understand the latest research trend of service quality
evaluation, track the latest theoretical frontier in China, and provide reference and reference
for this paper.

(2) Field interviews

Face-to-face communication between passengers and staff on the spot,
understanding the situation and short board, combing the existing problems, and combing the
demand factors of passengers to provide the basis for reasonable prediction.

(3) Questionnaire

Make relevant questionnaires for passengers and employees to fill in the
field, grasp the problems and expectations of the hub service efficiency, and lay the foundation
for the subsequent improvement of service efficiency.

2. Related Concepts and Theoretical Basis

2.1 Quality of Service Theory

2.1.1 Definition of Service Quality

Service quality refers to the degree to which the needs of the service are met, and the
characteristics and characteristics of the services provided to meet certain requirements and
potential needs. The quality of service needs to be felt by the customer, that is, the quality of
service depends on the subjective evaluation given by the customer, which is determined by
the comparison between the customer's service expectation and the actual feeling (Fitzsimons
,2013). Therefore, the quality of service has the characteristics of tangible, reliability,
responsiveness, assurance and empathy.

2.1.2 Content quality of service

For services, while service providers produce services, service recipients are also
consuming services, and consumers are direct participants in services. From the consumer's
point of view, the evaluation of consumption quality not only needs to refer to the service
results, but also needs to consider the experience in the service process.

2.1.3 Relationship between quality of service and customer satisfaction

Service quality represents the difference between users' feelings and expectations of
service products, and its effect is reflected in customer satisfaction.

In the 1990s, due to the wide application of modern marketing theory, customer
satisfaction theory was promoted. The theory points out that customer satisfaction refers to the
degree of satisfaction of customer needs, which includes implied needs in addition to explicitly
proposed needs (Fitzsimons ,2013). If the customer's feelings are consistent with or exceed
expectations, it indicates that the customer's satisfaction with the quality of service is high. If
customers feel that their needs are not met, customer satisfaction is relatively low. Therefore,
the quality of service that can be felt is also closely related to customer satisfaction.

3. K Status Quo of Aviation Service Quality Management

3.1 Introduction of K Airlines

K Aviation was established in early February 1991, and jointly implemented the
management model of "one set of institutions, two brands™ with the Guangzhou Administration
of Civil Aviation. On October 11, 2002, K Airlines, China Northern Airlines and Xinjiang
Airlines were integrated and reorganized to establish K Airlines Group Company, which
became one of the three major airlines under the central government. The group’s headquarters
is located in Guangzhou and focuses on shipping business. Businesses such as real estate,
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media advertising, finance, import and export trade and aircraft engine maintenance are
supplemented. On November 16, 2017, the company was renamed K Aviation Group Co., Ltd.,
and the nature of the company changed from private to state-owned.

At present, K Airlines is actively entering the new Beijing Airport, clarifying the
strategic layout of creating a Guangzhou-Beijing "dual hub", and making every effort to build
a Beijing aviation hub parallel to Guangzhou. It is expected to carry nearly 40% of Beijing's
air transportation business and realize global routes. The wide coverage. According to the
construction plan, by the end of 2025, the company will have a total of 250 passenger and
freight transport aircraft in the Beijing Air Hub, with an average daily take-off and landing
frequency of nearly 1,000.

3.2 K Aiirline Service System

The departments involved in the K aviation service system include:

1. First-level unit

Product Service Management Department: responsible for service quality
management related work;

2. Secondary unit

Ground Service Guarantee Department: responsible for ground service work, such
as checked baggage, ground handling and check-in, etc.;

Flight corps: responsible for pilot operations, safety, technology, etc.;

Maintenance Engineering Department: responsible for aircraft maintenance and
other repair and maintenance work;

Cabin Department: responsible for cabin services during the flight;

Marketing Committee: Undertake marketing agency marketing related work;

Operation command center: responsible for daily flight schedule and personnel
deployment;

Aviation Hygiene Management Department: responsible for aviation hygienic
management and guarantee work, and provide medical-related appraisals.

3.3 K Airline Service Products

K Air’s service products are diversified, and products can be classified according to
different standards:

Classified according to the service process, service products include complaint service,
flight irregular service, cabin service, baggage service, check-in service, check-in service,
waiting service, ticket collection service and ticket booking service, etc.;

Classified according to the management module, the service products include complaint
service, abnormal flight service, airport pick-up service, air service, ground service and
ticketing service, etc.;

Classified according to class service, cabin service products include economy class
service, pearl class service, business class service and first-class service.

Classified according to passenger service, the service products of the passenger club
include gold card member service, silver card member service and regular card member
service.

Classified according to characteristic services, characteristic service products include
small animal consignment service, mobility-impaired passenger service, unaccompanied
elderly service, kapok child flying service and baby cradle service, etc.

3.4 K Airline Service Management Process

The service management process of the airline is often constructed according to a
specific logical chain, from production to realization, covering the expectations and needs of
passengers, factors affecting service quality in airline services, etc.

Copyright © 2021 by the 2st International Conference on Management, Innovation, Economics and Social Sciences. 31



The service quality management process of K Airlines can be divided into 6 modules,
which are divided into market research module, service project development module, service
realization module, customer evaluation module, internal self-evaluation module and service
quality reflection module in order of priority. Among them, the two most important modules
are the first two modules, which play a decisive role in the service quality of the airline.
According to Figurel, after passenger demand has been adopted by airlines, some internal
reforms, such as revision of manuals and optimization of procedures, have been adopted. When
the needs of passengers are met, the service quality evaluation will be improved.
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Figurel K Airline service quality management process
Analysis of K Airlines’ Service Quality Issues

4.1 Unable to effectively remedy service errors

Judging from the comprehensive scores of mainland Chinese airlines in Q4 2019
(Figure2), Air K’s ranking among mainland Chinese airlines is still relatively high, but from
the questionnaires collected, passengers can’t respond to service failures in a timely manner.
The gap between the expected value of effective compensation and the perceived performance
is the largest (1.7). The expected value of this project is 6.6, indicating that passengers value
this point very much, but the perceived performance is only 4.9, indicating that passengers are
also very disappointed with this point, and that K Air needs to improve the quality of service
in this area. From the first issue of the Civil Aviation Administration's complaint briefing in
March 2019, the Consumer Affairs Center of the Civil Aviation Administration (hereinafter
referred to as the Civil Aviation Administration) received a total of 179 complaints about K
Airlines in March, mainly focusing on irregular flights (32.40%), ticket sales services
(20.11%), luggage transportation (16.20%), challenge rules (14.08%), etc. These four
categories accounted for as high as 83.79%. It can be seen from these data that these complaints
belong to K Airlines’ failure to effectively remedy service errors in time. Of course, there are
also some unreasonable complaints such as challenging rules. This type of complaint is mainly
due to passengers’ complaints to K Airlines. Some ticket sales rules and business rules do not
agree, but this also reflects that the communication between K Air sales staff and passengers
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may not be in place. After the passenger expresses his dissatisfaction intentionally, he hopes
that the service provider will take certain measures and actively respond to his request. The
initial idea may just be a statement from the airline to allow the company to proactively disclose
some information or reply in time. Passengers' consultation can avoid some complaints, and
these feedbacks themselves are an integral part of the high-quality service of civil aviation.
Therefore, on the one hand, those that cannot be solved immediately should also be provided
with feedback to passengers in a timely manner to enhance their sense of acquisition and
identification.

Figure2Comprehensive score of full service airlines in China's mainland
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4.2 Unable to meet the normal needs of passengers on flights

According to the statistics of Changzhun, Tablel is the statistics report of the top ten
domestic passenger airlines and global airlines in terms of on-time arrival rate in 2019
according to the statistics of Changzhun. China's airline giants have all entered the global
market. Among the top ten mid-sized airlines for punctuality rate, Shandong Airlines has the
highest on-time arrival rate among the top ten major passenger airlines in mainland China in
2019. Shandong Airlines has a port punctuality rate of 88.16% and an average delay time of
11.87 minutes. Compared with the same period last year, Shandong Airlines' punctuality rate
increased the fastest, with a year-on-year increase of 2.85%; K Airlines increased by 1.62%.
(The on-time arrival rate of major Asia-Pacific airlines ranked tenth in 2019).

Table 1Ranking of on-time punctuality rates of the ten major passenger airlines in China'’s
mainland in 2019

Ranking of the top ten major passenger airlines in mainland China for on-time arrival rates in 2019

Rank Two- Major passenger Actual On-time Year-on- | Average delay
character airlines arrival flight | arrival rate year time to arrival
code volume increase (minutes)
*1 SC Shandong 205828 88.16% 2.85% 11.87
Airlines
*2 FM Shanghai 129611 86.93% 1-16% 12.94
Airlines
*3 Cz southern Airline 781886 86.79% 1.62% 14.92
4 MU Eastern Airlines 793251 0,74% 1419
5 3U Sichuan Airlines 220815 &SA8% 1"2% 14.50
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6 CA China 490390 84.11% -0.39% 16.66
International
Airlines
7 HU Hainan Airlines 277203 84.27% 0.52% 16.92
8 GS Tianjin Airlines 130779 83.03% -3.63% 19.60
9 ZH Shenzhen 260707 80.75% 0.24% 20.01
Airlines
10 MF Xiamen Airlines 236129 79.97% -0.66% 19.12

Data source: Feichangzhun APP

Source: Fei Changzhun

In the 2019 TOPIO list of global large and medium-sized airlines on-time arrival rate
(see Table 2), All Nippon Airways is the world’s largest airline on-time arrival rate, and Copa
Airlines is the top-ranking mid-sized airline’s on-time arrival rate; In the list of the world’s
major airlines on arrival time, China’s civil aviation company is not on the list, Japan Airlines
ranks 2nd, and Korean Air ranks 3rd.

Table 2 2019 TORP list of punctuality rates for global large and medium-sized airlines

TOP list of global large and medium-sized airlines on-time arrival rates in 2019
category | Rank | Two- airline country / Driver's | On-time | Average
characte region arrival arrival | delay time
r code flight rate to arrival
volume (minutes)
Large *1 NH All Nippon Japan 392961 | 94.60% 4.32
aviation Airways
the *2 JL Japan Airlines Japan 301203 | 94.46% 4.74
company *3 KE Korean Air Korea 152223 94.41% 4.64
4 GA Garuda Eagle Indonesia 171467 | 94.94% 4.75
Airlines
5 SU Russia Russia 360805 | 94.84% 7.17
Airlines
6 IB Iberia Canary 212623 | 93.98% 6.05
Islands,
Spain
7 NZ Air New new Zealand | 1S6553 | 93.67% 6.61
Zealand
8 EK Emirates United Arab 187015 | 93.67% 6.98
Emirates
9 QR Qatar Airways Qatar 185735 | 93.05% 8.85
10 SK Scandinavian Sweden 28342S | 92.41% 7.7B
Airlines

Source: Fei Changzhun

According to the statistical data, the actual on-time rate of global airlines that fly
regularly to the port. Although compared with several other domestic airline giants, K Airline
has a pretty good rate of actual airline arrivals. Performance, but if compared with international
multinational airlines, K Airlines has a short board in the on-time arrival rate. The world's first,
All Nippon Airways’ punctuality rate is 94.60%, and K Airlines’ punctuality rate is only
86.79%. , The difference is 10.15%. In fact, Japan’s airspace resources are not much richer
than ours, and there are also many restrictions. For example, Japan’s airspace has a "Yokota
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airspace” controlled by the US military. There was a news about Japan before. In order to
welcome the 2020 Tokyo Olympics, it was planned to substantially increase the number of
international flights at Tokyo Haneda Airport and a new route was established. However, the
new route briefly flew over the US military’s "Yokota airspace" and was rejected by the US.
Therefore, it shows that the on-time rate of flights can be improved through internal
optimization of the company. From the results of the questionnaire, it can be understood that
the passengers surveyed by Airline K have higher expectations for the actual punctuality of
flights (6.4). However, the customer's actual feeling value is only (4.1), and the difference
between the expected value and the feeling value is 1.3. Ranked second among all options, it
shows that K Airlines has a high degree of dissatisfaction among passengers in terms of on-
time arrival rates. Generally speaking, the main reason that passengers use airplanes to travel
is because airplanes are convenient and fast. If the flight delay rate is severely deviated from
the customer's expectations, the airline's own advantages will be greatly reduced. In short,
Flight delays, on the other hand, airlines have passively extended the service time for
passengers and increased service links. These processes may cause work errors and make some
previous efforts such as ticketing services and check-in services. It is in vain and requires flight
attendants to spend more experience on in-flight services to appease passengers and provide
flight irregularities guarantee services. Therefore, the increased workload due to flight delays
is conceivable. Airline K should formulate corresponding rescue measures based on the key
problems exposed by the corresponding service quality.
4.3 Failure to respond to passengers' service needs in a timely manner

Respond to passengers’ service needs in a timely manner. This option actually has a
certain intersection with the failure to remedy service errors in a timely manner. From the
collected questionnaires, there is a relationship between the expected value of passengers’
timely response to service needs and perceived performance. The gap is the largest (1.2). The
expected value of this project is 6.1, but the perceived performance is only 4.9, indicating that
the passenger experience is relatively poor. | personally think that the main reasons are twofold:
on the one hand, with the continuous development of the country, the awareness of passengers
is constantly enriched and improved, and sometimes passengers will put forward many
requirements beyond the ability of frontline workers, and these needs are based on the existing
requirements. The management structure needs to be reported layer by layer or coordinated
with external orders. For example, a passenger uses K Airlines' customer service hotline to
propose a flight to be taken in a few days, and the passenger needs to take a wheelchair to board
the plane. From the perspective of passengers, it is a simple requirement, but the airline needs
to do a lot of work behind it. For example, it needs to coordinate the planes that carry out this
flight on the day to park on the bridges of the origin and destination airports, and also need to
do A good backup plan is to use resources such as barrier-free lift trucks in case the airport
resources are tight and the bridge seats cannot be provided at that time. If there is no relevant
plan in advance, it takes time to coordinate and communicate. There are many similar and such
needs. For example, I want to bring my pet dog on the plane, go to the airport to go through
the procedures for unaccompanied children and find that the number of people is over. The
other aspect is the problem of our system. If the needs of passengers involve more sensitive
content, front-line service personnel can directly choose whether to answer or not. If they
answer, they may have to bear some consequences, often they will choose not. Answered, and
then said to tell the passengers this question, | want to ask our leader. For example, about the
arrival change policy, flight delay arrangements and so on. Judging from the questionnaire,
passengers have not paid much attention to some of the excuses of frontline service personnel.
The improvement in this area is mainly in two aspects. On the one hand, it is necessary to
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improve these occasional requirements. Each operation must draw inferences from one another
and make corresponding plans. The other is to clarify responsibilities and authorities.
4.4 Unable to meet the cabin needs of passengers

According to the questionnaire statistics, the difference between the rich and delicious
varieties of meals and drinks on board is also relatively large, which also reflects that as
material conditions get better and better, the demand for meals and drinks on board passengers
is no longer what they used to eat. To be full, but to eat well. At present, the service provided
by airline K in terms of catering is too single, because too much emphasis on standards has
reduced the customer’s sense of experience. When catering the aircraft, it only sets the goal to
meet the most basic dining needs of the passengers. On August 30, 2019, the official website
of the Civil Aviation Administration of China indicated that the Civil Aviation Administration
is making reasonable adjustments to the "Domestic Baggage Transportation and Chinese Civil
Aviation Passenger Rules" and plans to cancel the relevant provisions on in-flight catering.
Each airline can plan on its own whether to provide customers with catering services on the
company's flights based on the actual needs of the airline market. A large airline in the industry
issued a report on "If you cancel an in-flight meal, you can redeem awards such as miles or
ticket coupons, are you willing to accept this method? » Questionnaire survey. However, at
the 2020 National Civil Aviation Work Conference, the Director of the Civil Aviation
Administration of China Feng Zhenglin pointed out that in response to more and more
passengers complaining about the problem of in-flight meals: to further improve the level of
in-flight meal service, and refine and optimize the standards by time periods and voyages.
Encourage the development of new types of meals to adapt to the meal needs of short- and
medium-distance travelers. The quality of this service should be evaluated as an assessment
content. It shows that the amendment of the transportation regulations by the bureau only hopes
that airlines can diversify their in-flight catering services. In the context of the general increase
in air fares, if K Airlines still follows the non-innovative catering types, it will not meet the
actual needs of passengers and reduce the service experience of passengers.

5. Analysis of the causes of service quality problems in K airlines
5.1 Insufficient understanding of effective remedies for service errors

During the issuance of the questionnaire, it can be seen from the data collected that
passengers’ perception and expectations when evaluating air services and the items with the
largest gaps are mostly related to the flight’s failure to travel on time. I have explained the
limitations of China's civil aviation. During the management and operation of airlines, airlines
are vulnerable to the limitations of airport security, air force activities, air traffic control, real-
time weather and other factors. Aircraft cannot execute flight takeoffs according to schedule
and schedule. And the flight landed. However, as a passenger, he will not consider whether it
1S your company’s own reasons or other reasons. As long as the flight is delayed, he will
consider it to be the responsibility of your airline. After the flight is delayed, the passenger’s
experience of service quality will be seriously affected. , So this cannot be regarded as a simple
explanation that airlines can give passengers. Instead, remedial measures for flight delays
should be done immediately. The ultimate goal of service remediation is to maximize repair or
reduce the damage to customers caused by flight service errors. Airlines will make
corresponding remedial measures, which is to reduce the experience. The whole process of
improving customer satisfaction after customers undergo remedial measures. Perfect service
remedial measures can improve customer satisfaction, build a good customer impression and
improve customer flight company retention rates. In addition to improving customer
satisfaction, service remedial measures are also beneficial to aviation companies themselves.
Although service remedial measures may be costly, service remedial measures can be regarded
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as a good opportunity to improve the company’s service quality and enhance service
experience, which will allow more flight passengers to further increase their satisfaction with
the airline. In the event of a sudden rainstorm, in accordance with the current regulations of the
Civil Aviation Administration, airlines are not responsible for flight delays due to weather, but
if at this time, the airlines can provide services such as additional meals and accommodations,
pick-ups, etc., right? It will increase the goodwill of passengers towards this company, and in
the future, they will prefer to choose this airline during their travels. Therefore, timely and
effective remedial measures will have a great impact on overall customer satisfaction. After
reasonable remedial measures are formulated, service provision is allowed to establish a good
communication relationship with customers, and maximize the elimination of flight service
errors caused by airlines. The negative effect of this, eliminates customer complaints and
dissatisfaction. Sasser and Jones once pointed out that if customer complaints and complaints
can be effectively handled by airlines, 95% of customers who submit dissatisfaction and
complaints can continue to choose our company; on the contrary, if customer complaints and
complaints are not properly handled If we deal with it, 64% of customers who are dissatisfied
and complained will continue to choose our company. Therefore, active and reasonable service
remedial measures can minimize the bad experience and unsatisfactory service conditions
caused by the company’s service errors to customers.
5.2 Scarcity of airspace resources

In the early days of the founding of the People's Republic of China, China's civil
aviation was managed by the Air Force. The air traffic control work throughout the country is
the responsibility of the Air Force. After the 1980s, with China's reform and opening up, the
number of military and civil aviation aircraft increased rapidly, and the number of flights
continued to increase. In particular, civil aviation transportation increased at an average annual
rate of about 15%, and the contradiction between military and civil aviation flights began to
appear. From January 1994 to June 2000, the Air Force successively transferred 29 air routes
across the country to civil aviation control and command. So far, all 29 air routes in China have
been controlled and commanded by civil aviation, and a management pattern has been
established where military aviation is responsible for the control and command of the airspace
outside the routes, and the civil aviation is responsible for the control and command of the
airspace within the routes, which has continued to this day. However, since 2000, the average
annual growth rate of China's transportation aviation has been not less than 13.6%, and China's
transportation aviation system has developed to the second largest transportation aviation
transportation system in the world. During the "Twelfth Five-Year Plan" period, the three major
indicators of China's civil aviation transport turnover, passenger transport volume, and cargo
and mail transport volume maintained steady growth. The contradiction between the rapid
growth of China's civil aviation and insufficient airspace resources has become increasingly
prominent. At present, the Chinese civil aviation company can only have the right to fly in the
jurisdiction that has been licensed by the Air Force, and it must be strictly controlled by the Air
Force at all times. Eighty percent of China’s airspace is under the airspace jurisdiction of the
Chinese military, and the airspace licensed by the civil aviation company has not exceeded
20% of China’s airspace. Even if it is only 20%, it still needs to be strictly controlled by the
Chinese military. It can fly normally when allowed. The shrinking of the aviation field of civil
aviation companies will reduce the company's flight routes, and the rise of different airlines
further divides the original flight routes of various airlines, and the problem of airway
congestion is becoming more and more serious. Taking Beijing Yiguang’s flight route as an
example, it is only an air passage with a height of no more than 14 kilometers and a width of
20 kilometers. The flight path of the aircraft cannot deviate a little bit, and it is only allowed to
fly within the specified air route. All flights of Beijing Yiguang, from Changsha, Wuhan,
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Zhengzhou and other regions to Guangzhou and Beijing, and even flights from Northeast China
and other regions to Guangzhou, must pass through this aviation route during the flight. .
During the car ride, the highway may not be blocked, but it is very likely that there will be a
blockage at the highway intersection. The same is true for flying. Each airport has a fixed route
in and out of the port, and all air crafts must follow a fixed route and cannot fly randomly. After
the planes fly to the corresponding control area of the airport, they can only take off and land
at the fixed exits that are permitted to pass. If there are too many planes taking off and landing
at the same time, the flight routes in and out of the port will be congested like a highway, and
the flight may be delayed. In addition, according to the company's statistical data of K Airlines,
flight delays due to problems with the flight itself accounted for 22.47% of all flight delays.
Therefore, while K Airlines needs to strengthen communication with relevant units, it must
eliminate the situation of flight delays caused by problems with the flight itself. On the one
hand, K Airline should formulate remedial measures for flight delays. Because flight delays
cause inconvenience to passengers, it should do a good job of comforting them and provide
passengers with more diversified corresponding compensation services. On the other hand, Air
K must improve the overall operational capabilities of flights, increase efforts to monitor the
entire process of aircraft support, and do a good job in aircraft maintenance and inspection,
aircraft daily task scheduling, work connection during crew duty, and flight schedule
scheduling.

6.K Airlines Service Quality Improvement Strategy

Satisfying customers is the most basic requirement of corporate management, and for
K Air: Let customers repeat choice and word-of-mouth communication, this is a gradual
process, rather than an overnight task. Only by treating every customer as a strategic asset of
the enterprise and continuously improving the quality of service to meet the ever-changing
needs of customers. Moreover, for K Airlines, passengers have become the axis of revolving
changes in corporate brand services. No matter what services passengers need or how their
requirements change, the key to successful business operations is to maintain relationships with
passengers who can make long-term transactions and make the company profitable. This shows
that passengers will always be the food and clothing parents of the company. To optimize the
quality of service, the central content is to reasonably analyze the existing airline service
quality, and then provide assistance to K Airlines, find the problems in the service, and
formulate targeted optimization strategies based on the problems found to avoid similarities to
the greatest extent. The emergence of service problems. The results of the questionnaire survey
in Chapter 4 show that K Airlines analyzes the causes and problems exposed by the company’s
own service management system. Most passengers have a high degree of empathy,
responsiveness, and reliability of airline services. Service expectations, but the actual situation
is that customers have the greatest sense of gap between their perceptions and expectations of
empathy, responsiveness and reliability. The main reason is that passengers are dissatisfied
with K Airline’s service failures in effective and timely remedies. In addition, the flight
punctuality rate cannot meet the needs of passengers; the timely response to the service needs
of passengers is also obviously insufficient; in addition, the meals on the plane are often too
standardized and unitary in terms of chicken noodles and beef rice all year round.

In view of the above-mentioned different problems, the author thinks that the problem
that passengers raise to K Airlines is not actually a problem that can be solved by a solution
strategy, but K Airlines has a system problem. It should start from improving the construction
of the enterprise service quality management system; promoting the true service concept and
standardized service process; developing differentiated products to meet individual needs;
strengthening communication with various business units; comprehensively optimizing the
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passenger service experience; improving the six services of the customer care center To
optimize the service quality of K Airline in all aspects. Aiming at the shortcomings of the
company's service, conduct in-depth analysis and find solutions to promote the high-quality
development of the company's service quality.

6.1 Improve the construction of enterprise service quality management system

K Airlines must clearly establish and refine the service quality target system to
standardize the core service business operating procedures and standards. Because K Airline
currently has 16 branches and 22 domestic sales offices, it has exposed the problems of low
service standards and quality integrity and poor uniformity. The same passenger at different
airports is taking different flights but belongs to In the case of K airlines, there will be
differences in service quality and service procedures, which cannot meet the needs of
passengers for air services. So the recommended measures are as follows:

1. Strengthen the internal supervision and performance appraisal mechanism to realize
the closed-loop management of service quality: formulate and implement the monthly service
ranking plan of branch companies; strengthen service standards and process implementation
through statutory self-inspection and unannounced visits; upgrade service reviews and improve
conference review content, focusing on Talk about the monthly service performance and main
work implementation of the scoring subsidiary

2. Set the goal for the realization of "manual management”, benchmark civil aviation
standards, policies, and systems, further improve and refine the employee business operation
manuals and service management manuals, carry out the implementation of the manuals in an
all-round way, and ensure the performance of various services. Standardization, refinement,
and standardized operation: Taking the "statutory self-inspection” as the starting point, sorting
out the manual work list and inspection plan; organizing and completing the revision of the
transportation service management manual; in order to strengthen the cabin service
management, the "cabin service management fascicle" is compiled and issued, Prepare SOP
for each meat position; in order to strengthen the management of ground check-in, the ground
service manual system should be further refined, related responsibilities should be clarified,
and various plans should be formulated; in order to further reduce complaints about luggage
transportation, update and improve in time according to the operation process of cargo
transportation business The relevant clauses of the Freight Service Management Manual;

6.2 Promote the concept of genuine service and standardized service processes

1. Air transportation companies are typical representative companies in the service
industry, and aviation safety and operations are the main contents of flight services. Flight
operation is service guarantee, flight safety is the basis of service, and service personnel and
flight passengers directly establish an interactive relationship. Finally, the company's aviation
services are presented to passengers by the entire company. The essence of competition among
modern enterprises is brand competition. The establishment of a better brand image is an
important prerequisite for airline optimization and development. To a certain extent, airline
services that can improve passenger satisfaction are the company’s sustainable development.
fundamental”. At present, K Air needs to aim at sincere service, which includes intimate, warm
and exquisite air-ground service. " "Truthful service" specifically means not being able to
"deceive" the society and passengers in any form. Especially in the case of abnormal flight
services, this is the embodiment of K Airline's "True Service™, and it is also the best technique
for abnormal flight services. Provide real flight information at the first time; solve the problems
of passengers at the first time; fulfill the promises to passengers in accordance with the service
standards at the first time, and resolutely prevent honest people from losing money and making
people profit, /7 big troubles, big troubles, small troubles, small troubles, "No trouble, no
solution" service system. Taking true service as a livelihood project, and using the true feelings
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of flights to establish a good service image of civil aviation companies, K Airlines can truly
become a service benchmark in the airline industry, and can provide the people with more
comfortable, assured and secure service travel. " As Feng Zhenglin, Director of the Civil
Aviation Administration, said: "True service™ is not only the concept of civil aviation service,
but also a civil engineering project. Building a civil aviation service brand requires the
concerted efforts of the civil aviation industry to work hard, and any opportunistic service
campaigns and slogan-style service publicity are blasphemy of "truthful service".

2. K Airlines’ current service processes are standardized and standardized through
manuals, led by the product service department, and their respective matrix management units
are further refined. The top-down design concept is used when designing service products, and
the airline We believe that we will provide the best services and products to passengers. But in
the face of the ever-increasing number of passengers, the ever-increasing customer demand.
There may be some lag in the current model. In order to truly improve the service quality of
airlines and optimize the service level, K airlines must put on the agenda to change the current
design thinking, and actively listen to the ideas of different people such as agents, major
customers and passengers. And opinions. According to the needs of customers, the service
process and products are actually designed for each matrix unit using the bottom-up design
concept for the actual service orientation. During the service product design period, good ideas
should be collected from the entire company, such as the establishment of a "golden idea"
award, to stimulate the enthusiasm of front-line staff, so that the designed service process can
be more grounded and implemented. In addition, the needs of passengers should be put in the
first place, so that the passengers are the center, thinking about what the passengers think, and
what the passengers are anxious. The group who often takes the plane is usually called
"frequent travelers.” This form of membership activities invites these groups who often take
airplanes to be attracted by company activities and participate in membership activities. The
"frequent travelers" group has extensive flight experience in K airlines, as well as other airlines.
Therefore, K Airline has more perfect service development measures and ideas based on the
"frequent flyer" group's own rich flight experience. After the product is designed, the product
can be actually tested using the pilot method. After the test, the feedback from employees and
passengers should be summarized, and a complete feedback channel should be constructed to
help the company successfully obtain the true evaluation of the relevant services and products.
6.3 Develop differentiated products to meet individual needs

Facing the increasingly competitive air passenger transport market, almost all major
airlines have launched various forms of differentiated services. From K Air's "green flight" and
"one person with multiple seats™ to China Eastern Airlines' "basic economy class", from Capital
Airlines' "First Privilege, First Privilege, First Delight" to Tianjin Airlines' "Special, Value, and
Privilege™ With branded freight rates, airlines have racked their brains to frequently introduce
differentiated service products, and continue to explore services and pricing methods that meet
the needs of passengers. For example, the recent turmoil of domestic airlines’ “shrinking
meals” turmoil has attracted the attention of major media. There is support and opposition. On
the surface, it appears that airlines have responded to the Civil Aviation Administration’s
requirements to ensure aviation flight safety and simplify service procedures. It is a trend for
airlines to promote differentiated services in the face of the increasingly strong individual needs
of passengers. The differentiation of service products is a major issue that many airlines
currently need to face, It is also a necessary way for K Airlines to improve service quality,
6.4 Strengthen communication with various business units

China's civil aviation is actually composed of three parts: government departments, civil
aviation airports, and civil aviation enterprises. Government departments include the Civil
Aviation Administration, civil aviation administrations in various regions, and air traffic
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control. For example, there are Civil Aviation Central South Administration and Civil Aviation
Guangzhou Supervision Bureau in Guangdong., Civil aviation companies mainly include
airlines, sales agents, jet fuel companies, etc., which are companies that carry out activities
around transportation companies. As a public service facility in a city, civil aviation airport
combines social groups with civil aviation. Therefore, the civil aviation industry is actually an
industry that requires a high degree of synergy. Therefore, if K Airlines wants to improve its
service quality, it is not enough to rely on the internal efforts of the airlines. It also needs to
strengthen cooperation with the bureau, air traffic control, airport, etc. On the one hand, we can
strengthen communication and improve coordination and linkage, and on the other hand, we
can also strive for more resources or convenience. According to K Airlines’ internal data, 22%
of flight delays are due to non-company reasons (excluding weather reasons). In addition, some
complaints are not caused by the company. Management and other institutions have some
deficiencies in communication and coordination and failed to resolve them in time.
6.5 Comprehensively enhance passenger service experience

6.5.1 Strengthen management to reduce the proportion of delays

After flight delays, airlines need to provide a lot of remedial work to make up. K
Airlines needs to work hard on how to effectively reduce its own delays and improve passenger
service experience. For example, in the planning stage, ensure that the flight segment time and
overtime are not compressed. Station time, and appropriately increase a little margin; plan the
domestic golden route flights Guangzhou-Beijing, Guangzhou-Shanghai, etc. according to the
longer station time of 75 minutes; establish a linkage mechanism with the operation command
center and the maintenance engineering department to clarify the backup capacity Plan: Taking
into account the capacity and market conditions, appropriately reserve backup capacity. For
example, the Guangzhou base will arrange at least one wide-body aircraft and one narrow-body
aircraft to back up every day, closely follow the actual operation of the flight, and make timely
adjustments to the problematic flights.

6.5.2 Improve the response and support of the midway backup

| believe that everyone has the experience of alternate landing to other airports due to
weather or other reasons. Generally, after alternate landing to a non-destination airport, the
flight will be delayed for at least 2 hours, and if the weather at the destination airport cannot
meet the landing standards for a long time, it may There is also the possibility that the flight
will be canceled and make up the next day. So how does K Air do the protection and passenger
placement of alternate flights, especially some small and medium airports, is the content that
must be done in terms of comprehensively improving the passenger service experience, so
relevant plans and systems need to be established in advance, such as improving the three-level
operation Decision-making and unified scheduling mechanism, clarify the corresponding
reporting routes in the three-level decision-making system of the branch company’s GOC, sales
department, and office to ensure the smooth flow of information after the backup; the typical
situation of improper handling of the flight backup is carried out at the AOC seminar Comment
and analysis; improve the flight alternate handling manual and improve the alternate handling
capability; sort out the operational requirements of key links in the process of information
transmission, passenger service, and baggage claim in the alternate station ground support
process, and prepare the "Alternate Land Operation Guidelines” to guide the ground service
The system enhances the ability of alternate flights to guarantee.

6.5.3 Improve the level of ground service guarantee

Airline K should strengthen communication and cooperation with airports and ground
agency service agencies, specifically refine the standards and responsibilities of various service
guarantee agencies, and prepare "Operational Guidelines for Irregular Events™ to clarify the
division of responsibilities, and realize the coordination of air services and ground services
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Promote. For example, using innovative methods and optimizing procedures to increase the
advance control of excess luggage carried by passengers, to prevent passengers from needing
to check luggage temporarily at the boarding gate because they find that they cannot prevent
luggage after arriving on the plane. Traveling brings discomfort. On the other hand, temporary
checked baggage may also cause the need to remake the manifest, which may lead to the risk
of flight delays. The temporary baggage consignment at the boarding gate can be reduced by
setting up excess baggage interception points, shortening the entrance passage, setting up
warning signs, and arranging special personnel to intercept the boarding gate; optimize the
communication mechanism with the ground service department, and arrange a special person
to be responsible for the loading of temporary baggage to improve the efficiency of baggage
loading.

6.5.4 Strengthen information notification and tracking services

When a flight is delayed, the first thing passengers want to know is the specific reason
for the delay and subsequent arrangements. Airline K should improve the response measures
for flight delays, and maximize the importance and satisfaction of passengers' right to know,
so as to avoid conflicts caused by flight delays. When flights are canceled or delayed, make
full use of various media such as text messages, WeChat, mobile apps, airport flight displays,
and broadcasts, and in accordance with the requirements of the "Regulations on Regular Flight
Management", to timely and accurately release information such as flight status to passengers:
The delivery rate of the notification channel is monitored, and the contact information of
passengers is supplemented through check-in and other links to improve the effective delivery
rate of information; the information box is equipped with the "Information Sheet for Hearing
Impaired Passengers’ Cabin Broadcast Information", and the notification sheet will be sent to
you in time during the flight delay. Deaf passengers transmit flight delay information.
6.6 Improve customer care center

The management of the customer care center should be refined. K Airlines’ complaints
are handled by the Customer Care Center of the Marketing Committee. At present, most
passengers’ complaints are through K’s own hotline 95539 or the 12326 civil aviation service
quality supervision hotlines. At present, the Customer Care Center is mainly responsible for
the acceptance, tracking, feedback and monitoring of K Airlines transportation service
complaints. There is room for improvement in service quality, such as continuously improving
the complaint circulation, handling, and review system, and strengthening the analysis of
complaint cases Research and optimize the relevant indicators for complaint handling: improve
and timely revise the customer care management manual, further refine the complaint
circulation, handling, and review system; regularly compile and print complaint management
case collections, and send them to branch companies and sales departments for learning and
reference; use The CCM system service improvement pool function does a good job in the
analysis of complaint cases and process improvement; intensifies the civil aviation
administration's complaint comments, improves the efficiency of complaint handling and
reduces the rate of escalation complaints; optimizes the system, increases the civil aviation
administration's complaint early warning pop-up reminder function, etc. In order to improve
the service level of K Airline, the customer care center is set up in a targeted manner, and
closed-loop management is realized in the entire process, and the improvement opinions on
customer communication, service enhancement and other related content are summarized and
analyzed in the form of data Help companies design corresponding rules and regulations to
promote the development of customer care services.
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CONCLUSION

1. The service quality of K Airlines needs to be further improved. Under the premise of
determining the background and value of the article research, the paper analyzes the related
research results of service quality in the aviation field in the world in recent years to clarify the
main concept of the article, and briefly introduces the selected methods and the main content
of the research.

2. Although K Airlines has a higher reputation and recognition than other airlines in the
industry, it has been learned through questionnaire surveys that K Airlines still has many areas
that make passengers not particularly satisfied. On the basis of theory, this article takes K
Airline as the research object. First, it briefly introduces K Airline. In addition, it lists the
company's development in recent years, and expands the main structure and actual situation of
K Airline's service quality. Introduced, from the passenger's evaluation and investigation of
service quality, the loopholes in the service quality were found, combined with the current data
of K Auviation's service quality, the company's existing service quality problems and their
causes were analyzed.

3. The system for improving the service quality of K Aviation needs to be optimized.
Based on the above discussion, we must first determine the plan and measures to guide the
improvement of service quality, aim at improving passenger satisfaction in all directions, start
with several aspects of the large gap between passenger expectations and perceived
performance, and solve problems as our work guide. And from strengthening basic support
work, improving flight punctuality, improving remedial service quality, and comprehensively
improving passenger service experience, at the same time, it strengthens communication with
other business units based on passenger needs, further strengthens information notification
services, and improves customer care center work. The promotion of service quality
improvement and other aspects have proposed improvement strategies for the improvement of
K aviation service management.

In summary, the implementation of many tasks such as digging out problems, finding
out the reasons, proposing optimization plans, formulating improvement measures, etc. is not
the end of the entire process, but just a starting point. If you want to make the service process
completer and more detailed, you must do so in Japan. It has accumulated bit by bit in the
practical operation day after day and has withstood the test of time. | hope this article can
provide some valuable theoretical support for K Aviation's related work to improve service
quality.
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ABSTRACT

The COVID-19 has brought profound influence on higher education and teaching, and
the post-epidemic era has brought new challenges to students' work. To have a deep
understanding of the current situation of education management in Chinese institutions of
higher learning and to innovate the educational management model are the requirements of The
Times to promote the sustainable development of colleges and universities and realize the
comprehensive development of students. This paper by Marxist person's full-scale
development, Xi Jinping's views on youth politics as the theoretical basis, through the
combination of theory and practice, in the author's unit - Sanmenxia polytechnic college as an
example, the solution to "Who to train, how to train, and for whom" the fundamental problem,
build the "1 + 5" characteristics of student management model, to provide new ideas and
methods for the educational reform of The Times.

Keywords: Post-epidemic era; Colleges and universities; Student work management; model
INTRODUCTION

1.1 Background of Study

At the beginning of 2020, the COVID-19 epidemic broke out in an all-round way. After
the hard work of the Chinese people, the domestic epidemic has been effectively controlled.
On June 16, 2020, President Xi Jinping mentioned the term "post-epidemic era” when talking
on the phone with President Rahmon of Tajikistan (Jinping Xi,2020). In the post-epidemic era,
China is facing major changes unseen in a century, and the international and domestic situation
remains complex and severe.

"Post-epidemic era” means that the epidemic situation of novel Coronavirus
2019(COVID-19) is in a good and controllable state as a whole, but it must be clearly
recognized that the epidemic does not disappear completely and everything returns to life, work
and study as before the epidemic. It fluctuates from time to time, and there is the possibility of
small-scale outbreaks at any time, and there is the possibility of rebounding from the return of
imports from abroad, and this situation may continue for a long time, with far-reaching effects
on all aspects of society (Zhuli Wang,2020).

1.2 Research questions

Colleges and universities undertake the fundamental task of cultivating people with
virtue and the important mission of training new people to take on the great responsibility of
national rejuvenation. How to cultivate socialist successors with all-round development of
morality, intelligence, physical education, and labor? How to integrate the characteristics of
the times to form an innovative student affairs management model? This article starts with the
existing student work model of Sanmenxia polytechnic College, Around the "ideological and

Copyright © 2021 by the 2st International Conference on Management, Innovation, Economics and Social Sciences. 45



political work through the whole process of talent training" this main line, to solve the problem
of "for whom to train people”; Around the "innovation and entrepreneurship education
throughout the whole process of talent training” this main line, to solve the problem of "what
kind of people to cultivate"; Focusing on the main line of "integrating deep production and
education throughout the whole process of talent training", the problem of "how to train people”
is solved(Zhengyu Li,2020).
1.3 Research Objectives

Student management is the basic guarantee of teaching activities in colleges and
universities (Yinghong You,2016). With the effective control of the domestic epidemic, the
increasingly volatile international environment, the declining domestic economy, and the micro
-changeable ideological and political education environment, colleges and universities, as the
pillar and core of the national education system, should regard student development as the core
and education as the purpose of education (Pengfei Liu&Juan Li,2019). This article is based on
the theoretical basis of learning to be a person, learning to do things, learning to learn, and
learning to innovate, and the service concept of understanding students, respecting students, and
serving students. The voice of students is the first signal, the needs of students are the first choice,
and the interests of students are the first principle, The working principle of student satisfaction
as the first standard, to achieve the goal of educating students for the party and the country.

LITERATURE REVIEW

In recent years, some scholars have formed new views on the management of higher
vocational students' work. Through the full-text database of Chinese academic journals, search
the keyword "management mode of higher vocational students' work™, and a total of 77 articles,
including 56 academic journals and 1 degree thesis articles; search for the keyword "student
management in the post-epidemic era", a total of 3 articles, and relatively few research results.

First of all, the differences between Chinese and western students' work management
thinking. In the article "A Comparative Study of Student Management Models in Chinese and
British Universities in the Context of Global Anti-epidemic” (Wang Kai&Min Jin2020), Kai
Wang and Min Jin explained that the management of students in British universities is mainly
based on student affairs management through the comparison of student management in
Chinese and British universities, Its basic working philosophy is to provide students with
complete and high-quality campus services. Student management in China has undertaken a
relatively important educational function. Min Wang pointed out in his doctoral dissertation
in "Research on the Construction of University Development-oriented Student Work
Mode"(Min Wang,2019). that student work in European and American universities refers to
"student affairs work™ or "student service work", targeting more than 100 student affairs in
American colleges and universities. The branch of management divides management modes
into four types, including: direct supervision mode, economic source mode, service-related
mode, and joint association mode.

Secondly,the study on the management mode of university students' work. In the article
"Exploration of Improving the Management Level of College Students under the Mode of
Ideological and Political Education" (Jianbo Qin,2020), Jianbo Qin combined the
characteristics of student management concepts and gave suggestions and thoughts on the
determination of goals, management mode, campus culture and other aspects. In the article
"Analysis of the Work Model of College Students in the New Era Centered on Talent Training"
(He Li,2020), He Li proposed personalized management and innovation, online and offline
training of compound talents, multi-mentor management system and applied talents.Fei Xia
pointed out in his master's thesis in "Study on the Management Model of Higher VVocational
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Colleges Based on Humanism" (Fei Xia,2016) that the management model of higher vocational
colleges requires institutional innovation and cultural enhancement to achieve scientific
management, human services,systems. education, respect students' personalities, serve
students, develop their potential, enhance students' abilities, cultivate students' skills, and
arousing students' subjective initiative and creativity.

Finally, the management of college students' work in the post-epidemic era. In the
article "Thoughts on the Management of Students in Higher Vocational Schools in the Post-
epidemic Era"(Qian Tang,2020), Qian Tang established rules and regulations and implemented
relevant measures on the preparation of college students before school and prevention and
control after school. In the article "Several Thoughts on the Education and Management of
College Students in the Post-epidemic Era"(Tao Tian,2021), Tao Tian analyzed the reasons to
strengthen the management and construction of the student team, the construction of the party,
the construction of ideology and morality, the psychological counseling mechanism of college
students, and improve the quality of network curriculum, home-school integration and other
work provide suggestions for the education and management of college students. In the article
"Challenges and Responses to the Construction of Campus Culture in Colleges and Universities
in the Post-epidemic Era"(Changhai Qu,2020), Changhai Qu adopted innovative campus
cultural concepts, emphasis on student humanistic care, strict control of the scale of campus
cultural activities,the integration of material of campus culture, and strengthening of online
cultural education etc. In the aspect, the path of campus culture construction in colleges and
universities in the post-epidemic era is studied.

INNOVATION AND PRACTICE OF STUDENT AFFAIRS MANAGEMENT IN
SANMENXIA POLYTECHINC.

3.1 The current situation of Sanmenxia polytechnic.

Sanmenxia polytechnic is located in Sanmenxia City, which is known as “the Pearl of
the Yellow River, the Holy Land of Culture, and the City of Swans". It was approved by the
Ministry of Education in 1999 , in the West Henan Normal School (founded in 1946) and
Sanmenxia Radio and Television University (founded in 1986)was established on the basis of
merging a held by the people's governments of sanmenxia city;In 2015, Henan University of
Science and Technology and Sanmenxia City Government jointly organized and relied on
Sanmenxia polytechnic to establish the School of Applied Engineering of Henan University of
Science and Technology; In 2015, Sanmenxia Health School was merged into Sanmenxia
polytechnic.The school has 74 years of school history and 21 years of higher vocational
education experience,with Henan University of Science and Technology, Sanmenxia
polytechnic, Sanmenxia Radio and Television University, Sanmenxia Municipal Health School
four brands and four school-running models of undergraduate, junior college, TV university,
technical secondary school. Technical secondary school. At present, there are more than 900
teachers and 24,433 students (excluding 6000 adult TV university students). It is a full-time
general higher vocational college implemented by the Henan Provincial Department of
Education. It is also one of the colleges with the longest history and the earliest qualification
for higher vocational education among the similar colleges in Henan Province.
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3.2 The management mode of student affairs in Sanmenxia polytechnic.

3.2.1 Construct a dual-track education system.

In the report of the 19th National Congress of the Communist Party of China, it is
pointed out that quality education shall be fully implemented. Sanmenxia polytechnic has
established two major education systems, professional education and cultural education,
through the "post-led and project-driven” talent training model led by the teaching management
team, and improved students' technical level; Through the talent training mode of "culture
casting soul and practice cultivation” led by the student management team, the students'
character is improved.

Figure 1: Dual-track education system
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3.2.2 Focus on the all-round development of people.

3.2.2.1 Making up for weaknesses. Aiming at the employment-oriented
"utilitarian nature™ of higher vocational education, engineering students lack humanistic
literacy, and liberal arts students lack scientific literacy, and their development potential and
stamina are insufficient. Sanmenxia polytechnic puts forward the education concept of
"Humanism is harmony", focusing on people's all-round development and people's lifelong
happiness.

3.2.2.2 Teach students in accordance with their aptitude. In view of the reality
of the source of higher vocational students, the problem of low college entrance examination
scores and poor academic foundation. Sanmenxia polytechnic puts forward the concept of
educating people, "the earth is burned into bricks and tiles, he wood is made into beams, the
ore is refined into steel, the gold is sparkling” to solve the problem of how to train people.
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3.2.2.3 Teach according to need. In view of higher vocational learning
attitude, poor atmosphere, low entrance scores; Family economic conditions generally show a
spindle-shaped problem.Sanmenxia polytechnic has launched a certificate system for
employment;Organized training courses for undergraduate promotion; Enlisted in the army and
enjoyed special policies;Established entrepreneurial incubation bases for entrepreneurship
issues; Want to go abroad, to provide study abroad, short-term cultural exchanges; To improve
the ability of the problem, recruit new League organizations, students' union, organize a variety
of cultural activities to meet students' needs.

3.2.3 Develop a campus cultural system.

3.2.3.1 Campus cultural work system. Sanmenxia polytechnic adopts the
"One center, five features, ten projects™ characteristic student work system. Every week, all
teachers and students raise the national flag, sing the national anthem and listen to speech
ceremonies, shaping the soul of campus culture; Creating more than 100 general education
courses, labor service weeks, sports competition, Quality development training,White Swan
College five characteristics;Committed to the construction of student cadres, mental health
education,traditional Chinese culture education, academic and cultural lectures, civilization
development education, apartment cultural construction month, student club
activities,volunteer service activities, social practice and integrated services ten projects,and
realizes all-staff education, all-process education, and all-round education(Changhua
Guo,2020).

3.2.3.2 Innovation and entrepreneurship work system. Sanmenxia
polytechnic adopts the innovation and entrepreneurship work system of "one platform, four
guarantees, two cultivation and one goal”, and jointly established the Innovation and
Entrepreneurship College with the University of Science and Technology of China to achieve
organizational guarantee, teacher guarantee, funding guarantee, and system guarantee. With
the goal of cultivating innovative and entrepreneurial talents, through the establishment of dual
innovation courses, pilot programs of entrepreneurship and innovation, dual innovation
elective courses, and promotion of curriculum innovation, to achieve innovation literacy
training; through entrepreneurial incubation practice, dual innovation competition leadership,
dual innovation student organization, combining scientific research and innovation to realize
the cultivation of innovation ability.

3.2.3.3 Mental health work system. Sanmenxia polytechnic takes the college
leadership group as the core, and establishes the three-dimensional organization system of the
college leadership group, the psychology department of the student union, and the college
psychology association; Build the Sanmenxia vocational and technical college mental health
education center, Sanmenxia minor mental health counseling center, Sanmenxia mental health
network service center three working platform; Establish a four-level work team of
professional psychological teachers, all counselors, class psychological committees, and
dormitory psychological committees; Carry out mental health education courses, special
psychological lectures, group counseling and individual consultation, mental health education
publicity month, May 25 mental health festival and other activity carriers.

CONCLUSION

Student work in colleges and universities is an educational management service activity
that focuses on the education policy of the party and the country and aims at the growth and
development of students. As a new type of college that adapts to the market economy and
cultivates applied and technical talents, vocational colleges are different from traditional
education in terms of talent training concepts and methods (Shubing Zhao,2021).
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This article finds a large number of documents, combined with the school situation of
Sanmenxia polytechnic, in the post-epidemic era, insists on adapting to events, advancing with
the times, and adapting to the situation(Bin Wang,2020), innovating the three main lines of
higher education innovation and development in the new era, and clarifying majors Educational
and cultural education are two major education systems,the construction of campus culture
system, innovation and entrepreneurship work system, mental health work system focuses on
the all-round development of people, contributes to the transformation of education in the
times, and proposes operable for the current ideological and political education work in
colleges and universities Sexual perspective.

In the final analysis, student work in colleges and universities is the work of being a
person. Where the person is, the ideological and political work is located (Hui
Wang,2018).With the development of 5G and cloud computing technology, the demand for
talents has changed greatly, and the goals and missions, service objects and work concepts of
student affairs in colleges and universities are also changing.Therefore, in the later work, the
ideological and political work has been run through every link, every node, and every affairs
education function, and contributes to the cultivation of the backbone of the times and the
rejuvenation of the nation.
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ABSTRACT

The psychological health education in the high grade of primary school is that, in
accordance with the rules and characteristics of high grade primary school students physical
and mental development, using the way of psychological health education, cultivate students'
good psychological quality, improve the level of mental health of students, promote high grade
primary school students all-round harmonious development through educational activities. The
telephone interview launched a preliminary investigation, found that the Tongren city primary
school mental health education has formed a certain scale, made some achievements, but there
are still in the process of implementing mental health education in the problems. It is necessary
to pay attention to the following problems: the shortage of full-time teachers of mental health
education; the formalization of mental health courses; the lack of attention to mental health
education courses in schools; the misunderstanding of educational concepts of school
administrators.

Through the analysis of causes of the existing problems, puts forward the corresponding
countermeasures, hope to study The results can provide some reference value for the further
development of mental health education in Tongren.

Keywords: high grade primary school stage; mental health education; current situation;
countermeasures.

INTRODUCTION

Since the Ministry of Education promulgated “several opinions on strengthening the
mental health education of primary and secondary school students" in 1998, the state has clearly
proposed to strengthen the mental health education of primary and secondary schools in various
regions. In recent years, with the development of society and the changes in the field of
education, national leaders and social departments at all levels pay more attention to quality
education, and also pay more attention to the mental health of primary school students. As the
future of our country, primary school students' physical and mental health not only affects their
own learning and development, but also has a close relationship with the rise and fall of our
country in the coming decades. The senior stage of primary school is the key period for the
formation of students' personality. This period is usually accompanied by the physical and
psychological development and maturity of primary school students. The students’ way of
thinking has changed significantly, which makes the students in the senior stage of primary
school more likely to have different degrees of psychological confusion or mental health
problems. Therefore, it is necessary to carry out mental health education in the primary stage
The importance and necessity are obvious.

At present, the mental health education in different areas of our country is unbalanced.
Some schools in some areas are still affected and restricted by traditional education concepts
and objective factors. As a prefecture level city in Guizhou Province, Tongren City's education
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lags behind. Some schools do not pay enough attention to mental health education, and there
are still many problems to be solved in the process of carrying out mental health education.
Through telephone interview, the author understands the problems existing in the development
of mental health education in senior primary schools in Tongren City, and puts forward
corresponding improvement countermeasures.

1.1 Definition of mental health education

Generally speaking, mental health education is divided into broad sense mental health
education and narrow sense mental health education. As long as it is beneficial to the cultivation
of students' good psychological quality and sound personality, all educational activities are
called generalized mental health education, including school mental health curriculum or
implementation activity curriculum, parents' Education in family, interdisciplinary infiltration,
etc. In a narrow sense, psychology only refers to the mental health education within the scope
of school, that is, the specialized education aiming at cultivating students' good psychological
quality and sound personality. (Wang,2009)

Chen Jialin, a scholar in China, believes that "mental health education is mainly based
on the relevant theories and practical skills of psychology. According to the general
characteristics of students' physical and mental development, combined with the daily
education and teaching work of the school, it can improve students' psychological quality in a
planned and purposeful way, develop their psychological potential, promote the harmonious
development of students' body and mind, and comprehensively improve students' quality High
education activities. " (Han,2004)

PROBLEMS IN MENTAL HEALTH EDUCATION OF SENIOR PRIMARY
SCHOOL STUDENTS

2.1 organization and management of mental health education

Most school managers say that clear rules and regulations have been established for the
mental health education of senior primary schools. At present, Tongren primary school mental
health education is mostly regarded as a subsidiary organization such as moral education
department or educational affairs department. Only a few schools regard it as an independent
department for organization and management. Even some schools do not take the related work
of mental health education into the management category of the school. School managers
regard mental health education as a tool to cope with the superior. There are some limitations
and one-sided educational ideas of school managers, and some of them do not realize the
importance and necessity of mental health education.
2.2 the form of mental health education

The work of mental health education in Tongren primary school is mainly carried out
by establishing psychological consulting room and opening mental health education course.
Most schools arrange psychological classes once every two weeks, with short time and less
class hours. In addition, psychological class is often occupied by other subject teachers when
the final examination of primary school or the task of higher education is tense, which makes
the development of psychological course become formalized and ineffective. The role of
mental health class in the physical and mental development and personality of primary school
students needs to be paid attention by school administrators. The primary school establishes
the psychological counseling or consulting room to help students consult with the
psychological questions. The facilities of the psychological consulting room are relatively
simple, which to some extent neglect the obstacles caused by the narrow consulting space and
the incomplete hardware facilities to the development of mental health education. Some
schools have psychological consulting rooms that only provide advice on fixed open days, and
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even some of them do not have teachers on duty on open days. The limited opening time and
teachers' dereliction of duty will lead to the mental confusion of senior students in primary
school cannot be dealt with effectively and timely.
2.3 teachers' allocation of mental health education

Most primary schools in Tongren City are equipped with 1 to 2 mental health education
teachers. At present, the source and professional background of the psychological health
education teachers in Tongren primary school are complex. The number of psychological
teachers graduated from psychology is small, and there is no professional talents. Some primary
schools do not have full-time teachers of mental health education, but are represented by the
teachers or class directors. Besides completing daily teaching work, these part-time teachers
must pay attention to the mental health of students and do a good job of counseling and
counseling on students' psychological problems. Among these part-time teachers, most of the
teachers' professional knowledge and psychological quality cannot meet the requirements of
the state for full-time teachers in mental health education. Although most of the part-time
psychological teachers in schools actively participate in the pre job professional training
courses, but because of the weak psychological professional foundation of part-time teachers,
few people get the psychological consultation grade certificate.

The confusion of teachers' positions in schools ignores the irreplaceable nature of full-
time psychological teachers. Therefore, the teachers of senior mental health education in
Tongren primary school should be further improved in specialization and quantity.

ANALYSIS OF THE REASONS RESTRICTING THE MENTAL HEALTH
EDUCATION OF THE SENIOR PRIMARY SCHOOL STUDENTS.

3.1 Limitations of educational concept

3.1.1. One sided understanding of mental health education in schools

Some senior managers of primary school think that the opening of mental health
education is optional, and it is irrelevant to open or not, and they do not attach importance to
mental health education. Because of the influence of traditional education, most of them think
that it is unlikely to have serious psychological problems in the primary school age stage, even
think that the establishment of psychological consulting room is a waste of resources and the
opening of mental health courses is a waste of time. Because the school leaders pay less
attention to mental health education, they do not realize the importance and necessity of mental
health education. They often neglect the standardization of relevant rules and regulations of
mental health education in the development of school organization and management, which
makes it difficult for the school to play its role in the development of mental health education.
The school did not realize that the more important thing to open the mental health education
course is to improve the physical and mental quality and personality of all students, rather than
to treat a few students with psychological problems. School administrators should take a
developmental view of mental health education curriculum. Although the course is different
from the nature of cultural course, it can’t pass the examination to test the course effect, but it
also has a profound impact on the future of senior students in primary school.

3.1.2. The thought of examination oriented education is deeply rooted

For a long time, Chinese education has been teaching students with traditional cultural
courses. School education mainly takes the test results of students as the evaluation standard.
Exam oriented education will also lead to teachers' unwillingness to give more preference and
concern to students with excellent results. Students with poor grades are under pressure from
their academic achievements. Compared with those with excellent achievements, they are more
likely to be anxious about their academic achievements and feel inferior to themselves,
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especially in the senior grade of primary school, facing the following Pressure on entering
school.

The education mode of exam-oriented education has some disadvantages. In order to
get higher education rate, the school ignores the growth and development of most students in
other aspects. Long term examination-oriented education leads to the decline of students'
creativity, lack of independence and initiative. Although exam-oriented education is a fairly
fair way to select talents and can promote fair competition, in the actual teaching life,
overemphasizing exam-oriented education will ignore the development of mental health
education in schools.

3.2 Lack of professional teachers

Mental health education is a highly professional work. It is strictly required that the
educators must have received formal psychological training, and teachers should have rich
professional theoretical knowledge and practical ability. The state stipulates that all schools
must have full-time psychological teachers who are especially responsible for students' mental
health education and related work, and part-time teachers can only be used as auxiliary
personnel instead of being the main implementers of mental health teaching. As a full-time
psychological teacher, in addition to the theoretical knowledge and effective operation skills
of psychology, he must also hold the qualification certificate of national psychological
counselor. The majority of primary school psychological teachers in Tongren City are part-
time teachers, and the number of full-time psychological teachers with psychological
professional background and psychological counselor qualification certificate is small. The
lack of full-time teachers makes the effect of mental health education unsatisfactory.

3.3 neglect of educators' mental health

With the party and government paying more attention to education in recent years, the
role of teachers has shown a trend of diversification. While the state raises the treatment of
teachers, the requirements for teachers' professionalization also increase. The profession of
teachers has gradually become an industry with high incidence of anxiety, which makes some
teachers have a sense of psychological depression and can’t be effectively solved at the same
time. Serious even in the process of education and teaching can’t help but vent their bad
emotions to students, such as beating and scolding students, corporal punishment of students,
careless work. These teachers not only can't help students to get rid of unhealthy emotions, but
also can cause great harm to students' psychology. Psychological research shows that due to
the age characteristics of senior primary school students, they usually have different degrees of
dependence on teachers, some students even imitate the words and deeds of worshiping
teachers, so students are more vulnerable to the influence of teachers' bad psychology or
behavior in senior primary school. But in today's society, education departments and school
administrators only pay attention to the mental health of students, but few people pay attention
to the mental health of teachers, often ignoring the impact of teachers' bad emotions on
students.
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IMPROVEMENT MEASURES

4.1. Set up correct education concept

Schools should correctly recognize the importance and necessity of mental health
education in the process of students’ growth, pay attention to the training of teachers, correctly
treat mental health education, and focus on the prevention of all students' psychological
problems rather than the treatment of individual students' psychological problems. We should
pay attention to the all-round development of students, cultivate their creative thinking ability,
and carry out mental health education throughout the school education. Schools should
formulate corresponding rules and regulations to implement mental health education in all
aspects of daily life. The school can also carry out lectures on mental health education, which
teachers, parents and students can voluntarily participate in; require the class to carry out the
theme class meeting of mental health education; hold the theme school level hand copied
newspaper competition, give play to the role of school bulletin board; campus broadcast should
regularly select the content about mental health, etc. In this process, the importance of mental
health education is imperceptibly carried out, and the ideas of other social groups are changed.
4.2. Training professional teachers

It is found that the scale and specialization of mental health teachers are the key to the
success of mental health education. At present, the development of teachers in mental health
education in Tongren City is not perfect, and there is a lack of full-time mental health education
talents. Therefore, the plan of introducing full-time psychological teachers is even more urgent.
The Education Department of Tongren City needs to actively introduce professional talents
graduated from colleges and universities, encourage psychological teachers to enter primary
schools as full-time teachers, and improve the treatment of full-time teachers. When recruiting
full-time psychological teachers, schools should pay attention to the examination of teacher's
psychological counselor grade certificate. At the same time, schools can set training indicators,
S0 as to encourage existing full-time teachers to continue to learn and participate in training,
constantly improve their professional knowledge and skills, and enhance the professional
quality and teaching ability of existing professional teachers.

4.3 pay attention to teachers' mental health

With the development of the times, the teaching profession has gradually become a
profession with high incidence of anxiety. Studies have shown that teachers' psychological
health has a direct impact on their work efficiency, students' academic performance and
physical and mental development. The change of teachers' emotion will always affect their
specific educational behavior. If the teacher's work pressure is too big or the mood is not good,
and bring this kind of mood to the work, not only will affect the effect of their daily teaching
work, but also will lead to students' psychological problems.

In order to minimize the possible adverse effects of teachers' psychological state, first
of all, schools should try to change the evaluation system for teachers, and no longer evaluate
teachers' work performance by the average score of students. Schools should try their best to
create a relaxed and harmonious working environment for teachers, reduce the burden of
teachers in their daily work, and regularly hold lectures beneficial to teachers' physical and
mental health. Secondly, improper management of school leaders will also bring harm to
teachers' body and mind. Schools should treat teachers equally. At the same time, schools
should often carry out various activities to enrich teachers' spare time life, and teachers should
actively participate in them to relieve the psychological pressure in teaching work or life. If
anxiety appears, teachers must adjust themselves in time, so that they can always maintain a
good psychological state in their daily teaching work. Only with healthy psychology can
teachers build a harmonious environment for themselves and students.
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CONCLUSION

After a long period of development, mental health education in primary schools in
Tongren City has formed a certain scale and achieved some initial results. However, there are
still some problems in the mental health of senior primary school students, and the development
of mental health education is still insufficient. It reflects that there are a series of problems to
be solved in the development of mental health education in primary schools in Tongren City:
(1) there is a shortage of full-time teachers for mental health education; (2) the development
effect of mental health course is not satisfactory, and there is a tendency of formalization; (3)
the course of mental health education is not paid enough attention to, and the school
administrators' educational concepts are misunderstood We should pay attention to it.

In recent years, with the development of society, the continuous reform in the field of
education and the proposal of quality education, the mental health education of primary school
students has become a new trend in modern society, which needs the common concern and
attention of society, education departments and schools.
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ABSTRACT

With the increasingly fierce competition in the design market, design management has
been paid more and more attention. As a new subject, design management has many
problems.Good design management will provide the company with more and more possible
foundation for competitive advantage.'Good design means good business,” says Thomas
Watson Jr., IBM's general manager.But more important skills are not just designers designing
popular products. There are also management requirements for the development team and the
entire application.

The purpose of this study is to describe the importance of the application of design
management to arouse the attention of enterprise managers to design management. This paper
adopts the quantitative research method, and the respondents are required to give a 1-7 score
on enterprise management. SPSS statistical software was used for data analysis, and the
preliminary data set analysis was based on the building equation. Most people agree that design
management obviously plays an important role in the innovation of a company or product.
Finally, some reasonable suggestions are put forward. Design management can make product
design more standardized, and play an important role in the application of product design.

Keywords: Design management, Product design, Innovation, Enterprise, Research and
development

INTRODUCTION

1.1 Background

With the continuous progress of society, as we all know, the gap between enterprises in
science and technology is narrowing. The main focus of competition among enterprises has
shifted to product design innovation. It's about the brain power of people, and for companies
to come up with innovative products, to create products that no one else can imagine, that
means you've got half the market. However, it is far from enough to have only good ideas in
the innovative design of products. It must be coordinated in many aspects to implement this
good idea into a real project and show it in front of people. At this time, design management is
particularly important. Design management is a strong backing for the implementation of
product innovation ideas. Only by paying attention to design management can product
innovation play its maximum role.

Timothy Bachman Miller, President of Bachman Miller, once said: "Design
management can effectively take advantage of change, seize the opportunity to grow, and
maintain the product and create a mass image of the company. This means that good design
and management are important factors affecting enterprises. As design attracts more and more
attention around the world, design companies develop thousands of new products every year
to meet the increasingly diverse, personalized and ever-changing customer needs.
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Every country in the world is paying more and more attention to design. Design and
management are inseparable, and it is necessary to deal with the combination of the two, which
is an indispensable and important aspect for every product design innovation to be implemented
to bring benefits to enterprises. The innovative design of the product is one kind of local culture,
the other end is connected with the international trend, the ultimate goal is to serve the public,
serve the modern social life, and then improve the whole society. At the beginning of design
management, the definition was relatively narrow, and most of the research focused on how to
do a good job in product innovation design.

Until 1976, there were management departments in areas other than product design. In
the past, most managers of design enterprises ignored the development and innovation of
design management and its important role in product design, and only paid attention to the
design business and strategic development of the company. (Yi Ruzhang, 2016)

The application of design management in product innovation is introduced. This paper
will discuss the important theoretical knowledge of design management and summarize and
analyze the importance of standardization implementation of design management in product
innovation

Design is an indispensable resource in today's society, and design management is
indispensable in design innovation.

1.1.1 Definition of design management

Design management is divided into two aspects, one is based on the design level, refers
to the visual aspects in specific design work, form, function, cost control and management, the
other is based on the enterprise management level, is the new product development and design
for the enterprise and the strategic and promote these products supporting management and
strategy, if separate management the word to explain, is "yan" and "the principle of" the former
is through the management is the whole design process carried out in accordance with the
established plan, and the latter can say it is to make the design process, To achieve the purpose
of saving labor resources.

Design management is refers to the product in the process of design and production to
macroeconomic regulation and control of the whole design process, is the cost of the design
process to save manpower, in view of the insufficient prophase planning, unpredictable
problems in the design process, the products with the fit of the market in the comprehensive
adjustment of pretreatment, strictly regulate the design management is indispensable in the
design process.

Design management is a new subject in the field of industrial design. Despite increasing
attention from abroad, it has achieved only early results.

Design management of the first definition by British designer Michael Farry first
proposed in 1966, "design manager in defining the design problem, find the right designer, and
as much as possible to make designers in the established budget in a timely manner to solve
design problems”, he put the design management is to solve the problem of relating to a
function, focus and the guide of the design management, rather than the management of the
wizard. Michael Farry put forward the definition from the perspective of designers. Another
understanding is that design management at the enterprise level refers to the management of
design by enterprise leaders from the perspective of enterprise operation. Based on enterprise
philosophy and operation policy, design can better serve the strategic goals of the enterprise.

Design management is an important part of modern enterprise management, including
enterprise strategy management, design goal management, design program management,
design system management, design quality management, intellectual property management and
SO on.
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China has also begun research in recent years. China is just getting started. Design
management is: "to design and organize R&D management activities according to the needs of
users. To influence and change people's lives in a new, more rational and scientific way, and
to manage a range of policies and program aimed at max business benefits. (Bo Tang, 2003)

1.1.2 Importance of design management

Management needs innovative design, and design innovation must be managed. The
emergence of design management as a new discipline is the necessary result of modern
economic development. Design and management, these are two words that are frequently used
in modern economic life. Are an important part of the business strategy.

Design is not an artist's improvisation, nor is it a designer's pursuit of individuality. The
main task of design is to apply the knowledge of natural science and social science to seek
customer satisfaction, and to achieve it in the best way under the constraints of local materials
and technology economy. However, in the process of practice, we can find that many product
innovation projects fail, the key lies in the choice of product innovation projects themselves,
some have no market demand, some are not suitable for enterprise development.

The emergence of design management as a new discipline is not only the need of design
but also the need of management. The basic starting point of design management is to improve
the efficiency of product development and design. For designers, product innovation is not the
artist's improvisation, also should not be the designer's personality, in the modern economic
life, design innovation is increasingly becoming a purposeful and planned coordinate with all
disciplines and departments of organizational behavior: design innovation needs to be based
on economic, technological level, on the basis of the conditions of production; Design
innovation needs the support of market intelligence department; Design innovation must meet
the strategic requirements of enterprise development; Specific product innovation design work,
such as design methods, procedures, concepts, etc., it is necessary to combine the
characteristics of the enterprise management and innovation. Therefore, in this context, the
lack of systematic, scientific and effective design management will inevitably lead to blind,
inefficient innovation and lifeless products. Thus a lot of time and precious resources are
wasted, which brings fatal blow to the enterprise. At the same time, the designer's thought and
intention can not be fully implemented. On the other hand, design management has its own
characteristics and scientific laws, and is more and more closely related to scientific research,
production, marketing and other behaviors, and is playing an increasingly important role in
modern economic production.

Therefore, product innovation and the auxiliary design of promoting these products will
inevitably become one of the important contents of modern enterprise management. Do not
understand the design law and characteristics of the management, as well as the design
management is ineffective, will become the enterprise other management work is ineffective.
Therefore, the importance of design management is obvious in product innovation.

Chrysler, one of the three pillars of the American auto industry, went east to Western
Europe, gobbling up small car companies to expand its power and influence. As a result, the
design image is not unified and the design effect is not ideal. Some cars are hung with the logo
before annexation and some with the logo of existing companies, which makes people feel
confused. As a result, consumers also lost confidence in the company's overall strength and
Chrysler's expansion plans. The reason is that there is no unified design management system.
(Wenkokang, 2001)

Product innovation process is an innovative, complex and dynamic process. Therefore,
when developing new products, design innovation is indispensable. However, the self-
indulgence of designers and their focus on product innovation will cause many problems in the
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future. Therefore, it must also have a design management process, and the product innovation
process is the process of completing a designer's transformation of a new project from a
solution to a final product, which is contradictory and contradictory in the extensive
development process. Solving these problems through standardization is the main task of
design management, which shapes the scientific, regulatory, regulatory and efficient innovation
process of products. Design management will enhance the business value of new products and
core future prospects, supporting the business value of activities, so design management can
be a major influencing factor for new product innovation. If a company wants to profit from
product design, it must develop design management.

Although business managers sometimes evaluate design projects, most evaluations take
place after the project is completed. This process only evaluates the design, not the role it
actually plays. If the designer can't see anything wrong with the whole thing before it's done,
it will ruin the design. The goal of design management is to maintain as many standards as
possible during the planning process to avoid these errors

The guarantee of successful design management is the successful development of new
products. On the contrary, the failure of products will lead to the failure of the whole design
company and bring huge economic losses. Therefore, design management must be valued by
the company's product innovation.

Product design innovation is closely related to design management, and must be built
on the basis of innovative design, development process research and redesign. It also depends
on the importance of design management in product design
1.2 Problem statement

Design management departments do not receive the corresponding attention from
product design companies: in many enterprises, product design management is not given
enough attention in innovative design to recognize the important role of design management in
the overall project and focus on other things that can bring direct benefits to the enterprise.
However, if a design process lacks scientific and effective project management procedures, not
only can not effectively improve the management efficiency, but also may lead to chaos in the
product design process, thus affecting the effective deployment of innovative product
development projects. The quality of design management will indirectly affect the publicity of
corporate image. (Yao Qingwang, 2016)

Lack of perfect management operation mechanism: in our current product design,
especially in the design management. Negative attitude, lack of scientific and effective
functional mechanism, so the design quality is bound to be damaged. No matter which aspect
of management, good operation mechanism can bring us huge benefits. Having a standard
management mechanism can save us time and unnecessary aspects of the design process. But
the design management is still in the initial stage, lack of a set of perfect operation mechanism.

Design management strategy has not kept pace with The Times: many existing design
companies have done a good job in the early stage, but as time goes by, especially in the era of
"smart grid”, many design companies have made great mistakes or delays in management
strategy, or the design department strategy is not perfect. For example, Nokiya, the former
brother of the mobile phone industry, was made obsolete by the time precisely because the
smart network did not develop a strategy suitable for the technology and time in the rapid
development era.

In addition to the above problems, there are also design management in product
innovation team communication difficulties, design team is a complex group. These include
difficulties between managers and designers. This also is why need to design management,
managers to have the professional background of design, may communicate smoothly with
stylist, but most of the internal design team, the conflict between designers and managers is
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often happen, because managers are mostly from the traditional leadership positions, because
of its culture and education, professional background, reflect the view of things at work, ideas
and solutions, etc. Very different from designer. For example, designers are often accustomed
to using visual forms to express ideas in communication, and are oriented to seeking the final
result of solving problems in work, while traditional managers are more accustomed to using
data or quantitative indicators to explain problems, and are problem-oriented in work.

It also includes communication difficulties among the design community itself. The
design team includes all kinds of designers, including industrial, structural, material,
production, visual and other designers. Due to the designers' different educational background
and professional knowledge structure, it is inevitable that there will be a deviation in the
understanding of the whole design, leading to difficulties in communication. For example,
structural designers usually focus on the importance of product structure, and the pursuit of
reasonable structure is the key to design. Industrial designers tend to pay attention to the
appearance of products and require structural designers to achieve it, so it is the understanding
of professional knowledge and the overall understanding of design is the main cause of poor
communication between design groups.

1.3 Research questions

In view of this situation, this paper chooses the positive importance of design
management in the process of product innovation and development. How to make design
management show the best performance in the application of product innovation and
organization management? The design of the new product is impressive. How to effectively
support product innovation, unify company image, and let designers concentrate on design.
Make its products in the creation process more smooth, create better products, for the company
to seek more benefits. And how to strengthen the weak awareness of the company leaders on
design management, learn more successful and scientific design improvement examples and
the importance of product design and development plan management. How to correct the lack
of supervision of design management is often due to subjective reasons, which often affects
product innovation. This important way of design management is often ignored by the existing
common design companies.

Product innovation has unique characteristics. Designers need to be given enough
freedom, so there will be product innovation, but a team that does nothing will lead to chaos,
so the question at this stage is how to make the design team to create order out of chaos

Design management is the system control of the whole design process. The scope of
modern design management not only includes the control and implementation of the design
process. Therefore, standardized design management system helps us to quickly understand
and integrate into design management. (Zhang Jiao, 2019)

1.4 Research target

Design is the most common creative activity in human society, which is almost included
in all human activities. However, when design is associated with industry, commerce, interests
and economy, it will inevitably be combined with management. The importance of design
management in enterprise product innovation is self-evident.

The purpose of this study is to win the attention of enterprise managers on design
management through the definition of design management and the importance of successful
design management in the process of rapid innovation and innovation. For example, in the
process of research and development, enterprises pay more attention to design and
management, improve the corporate image, improve the efficiency of the company.

To strengthen the management of designers and engineers, designers should strengthen
their professional skills, obey the concept of system design method, and strengthen product
innovation and engineering design research. Engineers are mainly responsible for solving
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production and technical problems in new product projects. Design management is to let
designers and engineers realize that they are all for the realization of a product, and improve
the possibility of new product innovation success.

Through the integration of a series of related investigations, it is concluded that better
application design management is feasible and necessary in the process of product innovation.
Relevant research methods were adopted to sort out the collected literature and find practical
application cases, so as to make the research report more scientific, accurate and practical. In
plan management, whether the design is successful, whether the goal is achieved, whether the
enterprise is effective is the key. Therefore, it is essential to take the right decisions in
programme management activities.

1.5 Significance of the study

(1) By promoting technological breakthroughs and cooperation in different fields,
resources in all fields can be fully utilized, and the importance of design management for
product innovation can be reflected, so as to accelerate the transformation of technology into
commodities.

(2) Timely access to market information is beneficial and gives business leaders the
opportunity to recognize the importance of design management. Look for new avenues for the
company.

(3) It is conducive to the correct use of resources, reduce the consumption of human
and material resources, and improve the competitiveness of the company's products.

(4) It is conducive to good business relationship adjustment by creating a healthy
working environment.

(5) Support the establishment of a well-designed and stable design management team
to eliminate abuses related to spillover effects.

(6) It is beneficial to establish a clear, novel and unified corporate image.

At present the design of the related companies, designers and managers such as the
study of design management is still stay in the field of design and production, through the
research of design management system production is still stay in the field of design and
production, through the elaboration of design management definition and the meaning of
product innovation and development, emphasis on strengthening design management,
development and design the products with market competitiveness. Stabilize the idea of
product innovation, promote the healthy development of the company, and theoretically
analyze, summarize and elaborate the design management. Forming a theoretical system. The
theory forms the practice direction to the product innovation.

From different perspectives of the importance of design management in product
innovation, this paper intends to conduct a systematic study on the development trend of design
management model research, trying to study a certain theoretical significance, to provide
theoretical guidance for the future design management model of industrial design companies.

Design management is a crossing the intersection of design and management model,
the fusion of the two can make the product innovation design more scientific, using the design
management, specific design work of product innovation management pattern research, by
solving the problems found, carries on the effective management of design organization and
strategy, and find a new design of product innovation management mode and organization.
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LITERATURE REVIEW

2.1 Design management faces challenges in new product innovation and research and
development

Facing the broad market, more personalized consumer demand, shorter and faster
product development cycle and the trend of unified technology platform, high quality design
and good market operation are the two magic weapons of success. Through design, the use
value, spiritual value and emotional value of the product are integrated into the brand
recognition.

At present, "it is not the lack of good design, but the lack of design management". For
a long time, the common situation in some departments or enterprises is that the design project
fails to meet the expected standards and goals due to the lack of unified management, leading
to the bottom of the design quality; Design is not managed by people who know design well.
In some enterprises, the fate of design is often in the hands of a few leaders. For a long time,
designers are responsible for the design and leaders are responsible for the approval of the
situation, so that some really good designs only stay on the designer's drawings, difficult to
achieve. It is this design status quo that hinders the upgrading of new products. On the one
hand, the products produced by enterprises cannot be sold, resulting in a waste of resources.
On the other hand, the demand of consumers cannot be met, and there is a large gap.

Design management in different development stages is a management method based on
innovative development process. The ability to integrate design management with the
designer's ideas determines the continuous innovation of product design. Many of these factors
affect design management. Previous attempts have been made to translate creative design into
standardized linear thinking, so it is necessary to understand the design management of product
innovation. (Varnes, 2017). Shows how project participants will establish more stable
management and involve more impersonal participation to ensure product innovation. But it is
not easy to achieve, the product innovation itself has the very big subjective factor
participation. Now, design management is to combine these subjective factors and non-
subjective factors, so that the project is carried out smoothly under scientific management. For
example, Darrellmann and his team applied the TRIZ innovation method to the field of design
and management, and carried out pioneering research aimed at solving the basic contradictions
and problems in the field of management with new product innovation. (Retseptor G, 2017),
but the progress is not smooth, so the research and development difficulties and challenges
faced by design management in the innovative application of new products also deserve our
attention.

Although we have a professional, common meaning. However, in the process of product
innovation, the objective design is not professional, the project management is insufficient, and
the division of labor is not clear, which reduces the efficiency and cost of project management.
It is not only the increase in economic expenditure that will lead to human resource
management problems. (Yuan Yu, 2018)

Design process is not clear, there are a lot of business with no clear goal task, lack of
planning and dynamic design management operation is not enough, but only the goals and tasks
of design management system, have made it clear that, by contrast the actual work progress,
observe and adjust the management method, can control, formulate a set of perfect management
system and flexible.

Management of design, implementation of design and implementation of design
management function also lack of effective incentive and punishment mechanism, but how to
effectively implement design management tasks, to create high-quality new management
products, must be related to encouragement.
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2.2 Design management opportunities in product innovation

The growth of the knowledge economy, the globalization of competition and the
diversification of demand have increased the importance of market competition, product
diversification and product innovation. In this historical background, the application of design
management application development has also been widely used. From the perspective of
innovation process and overall management, innovative design management requires a
combination of the two approaches -- namely design management and the application of
innovative methods -- and the current goal is to double product design creativity and
profitability. Meanwhile, according to Schumpeter's innovation theory, the benefit of product
development lies in its internal demand for innovation, and design management can play a role
in promoting product innovation. (Earl N, 2013), including: management process, management
scope, resource allocation management, user demand management and design management to
encourage designers.

According to the function of management, design management can be divided into
market management, design project management, personnel and financial management and
other project management. The process of product innovation design is very complicated,
which needs to be coordinated in many aspects. The management of each part is a very
important step. The market manager is concerned with the design market. Conduct preliminary
research and analyze the psychological needs of consumers. Correct market research and
evaluation by managers can avoid the repetitive work of product development and reduce the
amount of rework, so the profits from new products will naturally be greater. The financial
manager is responsible for raising funds, budgeting, cost accounting, financial monitoring and
other links of the design project. This part of the management personnel to ensure that the
enterprise more efficient implementation of the design project, has a great role in promoting
team cooperation. The design project manager is responsible for the formulation and control of
design activities, design planning, design quality control, design construction and other related
layouts. As the demand of consumers is more and more diversified, the position of design
project managers in enterprises is more and more important. The decision-making ability and
communication ability of managers can find the failed projects as early as possible. If the
potential failed projects are found as early as possible, it will save the cost of the enterprise,
shorten the product development time and improve the competitiveness of the enterprise. The
personnel manager is responsible for the management of design human resources. The essence
of competition between enterprises is talent competition. Every mark in the product
development process by means of the criterion of the cross-functional departments, the design
of the high quality talented person need to have the ability to cross functional department team,
although different design management in product development as a different role, but their
common role in new product development process, improve the team cooperation, reduce
rework and repetitive work, improve the success rate, early detection failure of the project,
ensure new product smoothly release, shorten the product release time.

In the new product innovation stage, managers need to organize and lead various
departments to carry out concurrent engineering, control product quality and shorten research
and development time. The last stage of product release requires the implementation of the
Marketing Department's plan and the production department'’s plan to control a complete plan
to proceed smoothly. The functional management of design management is not only reflected
in each stage of the new product development process, but also in a pass before each stage. The
pass determines whether the development activities can be advanced to the next stage of the
process, and it has an important quality control role. The gateways involve not only designers,
but also management personnel, as well as relevant technical support and market factors.
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The rise and fall of an enterprise is the standard of a market economy. One of the famous
Apple companies in the United States is a typical company, which attaches great importance
to management design. Every year, a large amount of manpower and material resources are
used to maintain the design management. Apple has a strong technical force in the launch, and
it is well known that such intensive product innovation cannot be separated from Apple's
efficient design management in the product development process. (Xin Cui, 2019) At the same
time, each designer in the team shows his or her own level, so that the organizational structure
can achieve the best effect between the two, make full use of the different advantages of each
designer, and finally give the design a chance to realize its value. Design management is a
powerful booster applied to product innovation, but also a reassuring guarantee.

After a long period of systematic summary, the design management is decomposed and
transformed into a conceptual model of unified management, which has a certain overall
guiding significance. According to the analysis, design management can play an important role
in the process of product innovation, facilitating marketing, functional organizational structure
and future planning. (Robert G Cooper, 2013)

2.3 Present situation and prospect of design management in product innovation and
development

Design management plays an important role in the development of China's design
industry, which not only plays an important role in improving the overall level of the design
industry, but also in practice, the development path of the design industry is more and more
extensive. (Robert G Cooper, 2013)

Modern enterprises should pay attention to the shaping and cultivation of legal
concepts, establish the spirit of contract, the sense of integrity and the concept of social
responsibility through compliance management, and give full play to the role of design team.
Secondly, in the era of knowledge economy, the management of knowledge capital and the
construction and management of design team information sharing system are becoming more
and more important. In addition, the design team's growth direction, growth rate and other
issues are systematically studied for sustainable development and design team growth
management. Taking opportunity as a kind of scarce resource, this paper discusses how to
recognize, seek and utilize opportunity, combine risk management and seek opportunity
management for design decision. Thirdly, design management research will be more closely
combined with economics, psychology, sociology, mathematics and so on. Design
management itself is a comprehensive discipline. In addition to the continuous promotion of
design management practice innovation, its development is also promoted by other similar
disciplines, in which the latest achievements of the development of economics, psychology,
sociology, mathematics and other disciplines have been applied in the study of management.
Finally, the research of design management will highlight the characteristics of people-
oriented. In the era of knowledge-based economy, the factors that determine the fate of
enterprises or design teams will increasingly depend on the quantity and quality of talents. It
will become a more important task of design management to study how to give full play to
people's intelligence and physical strength as well as members' cooperative working ability.
With the arrival of the era of humanism management, the management technology based on
the idea of profit drive and temptation of seeing things and not seeing people has been severely
challenged. People began to realize that humanity was fully respected, individual autonomy
was fully exerted, that is, everyone is a manager model. We should combine the rational
management of people with the perceptual management organically.

Design management makes product innovation more human, more human, changing
the relationship between design organizations, making them a part of each other. If Chinese
enterprises want to survive and develop for a long time, they must make full use of management
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design and network technology to create a clear image of the enterprise and effectively improve
the operating effect.

A unique corporate identity designed to win the trust of supporters and the community.

We must rely on the development of design innovation to make enterprises realize design
management projects and improve the competitiveness of enterprises. Provide faster and more
accurate reasons for enterprise managers to make decisions; Expanding corporate and market
collection and feedback; Improve design and productivity, avoid wasting resources, and save
company capital.
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ABSTRACT

At present, scholars' research on consumer behavior in new energy vehicles is still
relatively limited. Therefore, this research will use brand identity as the mediating variable to
explore the relationship between online reviews of new energy vehicles and consumers'
willingness to purchase new energy vehicles and construct a research framework. This study
uses convenience sampling for data collection and sends electronic questionnaires to Tesla's
potential customers in China through social media. This study uses SmartPLS 3 and SPSS 25
statistical software to conduct data analysis and finds that brand identity plays a mediating role
in the relationship between online reviews of new energy vehicles and consumers' willingness
to purchase new energy vehicles. The source credibility of online reviews will affect
consumers' intention to purchase new energy vehicles. At the same time, this research also
provides discussion and inspiration for Chinese domestically produced new energy vehicle
companies and puts forward restrictions and suggestions for future research.

Keywords: New Energy Vehicle, Online Reviews, Source Credibility, Brand Identity,
Purchase Intention

INTRODUCTION

1.1 The Background of the study

With economic development and technological progress in recent years, various
countries have realized the importance of protecting the environment while developing their
economies. Under such trends, new energy vehicles have gradually entered people's lives.

EVsales (2020) pointed out that in the first half of 2020, the global cumulative sales of
Tesla Model 3 was 142,000, while the sales of 35,900 in June topped the list. This means that
among the global sales of electric vehicles, Tesla's Model-3 accounts for about 15%. This data
shows that Tesla Model-3 has sold 100,000 more than the second-place Renault Zoe. EVsales
(2020) stated that Model-3 has become the best-selling new energy vehicle in China's new
energy vehicle market.

China is the country with the largest sales of new energy vehicles in the world, with
cumulative sales of nearly 4.2 million vehicles by 2019 (Xie, Wu, & Zhu, 2020). At present,
in China's new energy vehicle market, new energy vehicles mainly include four categories,
namely: (1) hybrid electric vehicles (HEV); (2) hybrid electric vehicles (PHEV); (3) battery
electric vehicles (BEV); (4) fuel cell vehicles (FCV) (Gong, Wang, & Wang, 2013).

At the same time, with the popularization of Internet technology, various social media
have emerged. More and more consumers voluntarily share the positive or negative shopping
experience they feel during the shopping process on social media platforms. They try to provide
guidance to other potential consumers by sharing their shopping experience to choose products
or services that are more suitable for them (Wang & Wang, 2020).
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Therefore, traditional word-of-mouth marketing is gradually transformed into
electronic word-of-mouth (eWOM) marketing through individual consumers from social
media. This is a change from offline to online (Lamberton & Stephen, 2016). For consumers,
pre-purchase information collection on social media through the Internet is far more efficient
and detailed than information about products or services obtained through traditional word of
mouth (Alalwan, Algharabat, Baabdullah, Rana, Raman, Dwivedi, & Aljafari, 2019). Related
research shows that more and more consumers will search for other consumers' reviews of the
product or service on social media before making a purchase, and then decide whether to buy
(Wang, Kortana, & Kuang, 2020).

1.2 The Problem statement

This study aims to explore whether consumers who have purchased or used Tesla's new
energy vehicles will affect the purchase intention of potential consumers when they post online
reviews about Tesla's new energy vehicles on social media.

1.3 Research question

This study summarizes the following research questions:

RQ1: Does source credibility affect brand identity?

RQ2: Does source credibility affect purchase intention?

RQ3: Does brand identity affect purchase intention?

1.4 Research objectives

Due to the continuous development of communication technology, social media has
become an essential part of people's lives. More and more companies realize the importance of
social media, especially online reviews of a company's products and services on social media.
At present, social media has become an indispensable part of many companies' marketing
strategies. Therefore, the purpose of this research is to define the relationship between source
credibility, brand identity and purchase intention in the case of Tesla's new energy vehicles.
The study to answer the following three questions.

ROL1: To investigate the influence of the source credibility on brand identity.

RO2: To investigate the influence of the source credibility on purchase intention.

RO3: To investigate the influence of the brand identity on purchase intention.

1.5. The Significance of Research

1.5.1 Theoretical significance

At present, theoretically, there is little research on the influencing factors of online
reviews on consumers' online purchasing decisions for consumers of new energy electric
vehicles.More importantly, most of the current research on factors affecting consumers' online
purchase of new energy electric vehicles adopt qualitative methods.

Regarding the factors that affect the purchase intention of new energy electric vehicle
consumers, it is urgent to integrate the existing framework to establish a model of online
reviews affecting consumers' purchase intention.Therefore, this research will focus on this
situation, which has certain innovative and practical significance.

1.5.2 Practical importance

First of all, the Internet is flooded with comment information for comment recipients,
and most of the information is of no value. This research aims to explore whether consumers
who purchase or use Tesla's new energy vehicles will affect the purchase intention of potential
consumers when they post online comments about Tesla's new energy vehicles on social media.
For those who post comments on social media platforms, this not only helps provide valuable
information to consumers in need, but also helps consumers make purchase decisions.
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LITERATURE REVIEW

2.1 S-O-R Theory

SOR (Stimulus-Organism-Response) theoretical model is used to explain the impact of
the environment on human behavior (Cheng, Tsai, Chuang, Lin, & Ho, 2020). The S-O-R
theoretical model originated from psychology and is mainly used to explain the influence of
external environmental factors on users' psychological and behavioral responses. The model is
composed of three parts, namely stimulus, organism and response (Kiihn & Petzer, 2018). As
shown in Figure 2-2. Among them, S stands for stimulus. This stimulus can be the stimulus of
the external environment, such as political, cultural, economic and other uncontrollable factors;
it can be marketing methods, such as discounts on product promotions. External stimuli have
an impact on the body. O represents the mediating variable (organism, which refers to the
individual's inner activity that is stimulated by the outside world. R stands for response, which
refers to the approach or avoidance behavior of an individual through emotional changes after
external stimuli (Bigne, Chatzipanagiotou, & Ruiz, 2020).

2.2 Source Credibility

Nowadays, with the development of communication technology, social media
platforms have become an important channel for people to maintain interpersonal relationships
and express their own characteristics (Winter & Neubaum, 2016). Therefore, more and more
companies are beginning to notice the important role of opinion leaders in social media
(Neubaum & Kramer, 2017). Barker (2017) believes that credibility refers to a feeling of having
the same consciousness and having trust and perceptual reliability. Credibility can be
interpreted as credible information or credible people (Kakol, Nielek, & Wierzbicki, 2017).
Visentin, Pizzi and Pichierri (2019) pointed out that credibility can represent the feeling of trust
between people, groups and groups, or between individuals and groups. Regardless of whether
the received information is true or not, the degree to which the information is believed is the
credibility (Visentin et al., 2019). Hughes, Swaminathan and Brooks (2019) believe that source
credibility refers to the attitude of the information recipient to the source of the information,
and the degree to which the information recipient believes in the communicator. Kim and
Peterson (2017) defined source credibility as a way to evaluate the degree of trustworthiness
of received information. Cheng, Fu and de Vreede (2017) define source credibility as the
process of information selection and information filtering.

Likeability

Likeability refers to the degree to which consumers like the spokesperson, which may
be appearance, charm or traits, etc. This is an emotional change.

Similarity

Similarity refers to the degree of similarity between consumers and the spokesperson,
including similarities in attitude, culture, interests, and life background.

Ohanian (1990) pointed out in the research that credibility can be regarded as a source
of objective opinions that provide information content. That is to say, the positive
characteristics of the communicator can affect the acceptance of the message by the receiver
(Ohanian, 1990). Ohanian (1990) improved the source credibility model proposed by previous
scholars, and proposed a new source credibility model, that is, the credibility of the
spokesperson mainly comes from three dimensions: attractiveness, trustworthiness and
expertise.
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Attractiveness

Attractiveness refers to the information itself that can arouse the interest and positive
attitude of consumers, or the attraction radiated by the information disseminator.

Expertise

Expertise refers to the degree of expertise that consumers consider the source of
information. Whether the information disseminator has professional skills, knowledge, and
other characteristics, that is, whether the source of the information is highly persuasive and
authoritative in related fields.

Trustworthiness

Trustworthiness refers to the degree to which consumers believe the source of
information is trustworthy. After the consumer receives the information, the consumer believes
that the source of the information can be trusted.
2.3 Brand ldentity

Brand identity refers to the degree to which consumers perceive their self-image and
brand image (Ruzzier & De Chernatony, 2013). When consumers perceive that the attributes
of a brand are highly compatible with their self-image, the higher their sense of brand identity
(Lin & Sung, 2014). Brand identity reflects the psychological state of consumers who believe
they belong to a brand. Kohli, Harich and Leuthesser (2005) showed that the characteristics of
the brand itself have an impact on consumers' brand identity. For example, Cifci and Kocak
(2012) showed that brand reputation and brand quality have a positive impact on consumers'
brand identity. So, King, Hudson and Meng (2017) confirmed that brand attractiveness affects
brand identity. Meanwhile, a study by Balochi, Hasangholi Pour, Maleki Min Bashe Razgah,
and Siah Sarani Kojori (2015) confirmed that brand identity has a positive impact on brand
communication.
2.4 Purchase Intention

Kim and ko (2010) believe that Purchase intention refers to the possibility that
consumers will purchase a specific product in the future. Purchasing intention refers to the
possibility that consumers will purchase products and services of certain companies in the
future (Gautam & Sharma, 2017). Zhu, Mou and Benyoucef (2019) found that there is a close
relationship between the consumers' purchase intention and consumers' trust in a certain brand.
Many scholars' studies have shown that purchase intention can indicate the effectiveness of
marketing strategies (Wang & Wang, 2020). In addition, since the purchase intention can be
defined as the consumer's intention to purchase in the future, the company's future income can
also be estimated through the purchase intention (Mohseni, Jayashree, Rezaei, Kasim, &
Okumus, 2018). Purchasing intention indicates how confident consumers are in buying
products or services in the future (Chiang, 2018). The higher the consumer's confidence, the
stronger the purchase intention in the future (Calvo-Porral & Lévy-Mangin, 2017). Consumers
tend to collect information before deciding to purchase products or services because this can
often enable consumers to purchase suitable products that meet consumer needs and desires
(Rungsrisawat, Joemsittiprasert, & Jermsittiparsert, 2019).
2.5 Influence of source credibility on its outcome variables

Consumers tend to collect information before deciding to purchase products or services
because this can often enable consumers to purchase suitable products that meet consumer
needs and desires (Rungsrisawat et al., 2019).

H1: Source credibility of online reviews has a significant influence on brand identity.

H2: Source credibility of online reviews has a significant influence on purchase
intention.
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2.6 The relationship between brand identity and purchase intention
H3: Brand identity has a significant influence on purchase intention.

RESEARCH METHODOLOGY

3.1 Conceptual Framework

This study explores the relationship between source credibility, brand identity, and
purchase intention in social media platforms, as well as the use of the S-O-R theoretical model
developed for this study; then, this study develops the research framework. To summarize the
hypotheses discussed above, the conceptual model of this study is shown in Figure 3-1.

Figure 3 1 The conceptual framework of research
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3.2 Measurement

In response to the research hypothesis above, question items were set for each indicator
through communication with online review users as well as instructors. For the questionnaire
design, the internationally accepted seven-point Likert scale (1=completely disagree,
2=comparatively disagree, 3=somewhat disagree, 4=uncertain, 5=somewhat agree,
6=comparatively agree, 7=strongly agree) was used to rate the questions.

This study is a quantitative study, so this study obtained the required data by means of
a questionnaire. The questionnaire designed for this study includes source credibility, brand
identification and purchase intention. The variables in the questionnaire were measured using
existing established scales, while the scales were appropriately modified according to the
research requirements of this paper, and the reliability and validity of the scales were tested in
the later data processing process to remove the question items that did not meet the conditions.

In order to ensure a sound and scientific index and valid questionnaire, the empirical
study was divided into two stages: first, the literature review and expert survey stage to
determine the index system of factors influencing consumers' intention to purchase online from
online reviews and further improve the questionnaire; second, the research stage to obtain data
for the empirical analysis model test.
3.3 Sampling

For this study, two major conditions were required to be met for the participants in the
questionnaire: first, the respondents must be able to use the Internet to browse for information
and have the financial means to use the Internet; second, the persons counted must use the
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Internet as an important channel for making decisions about their purchases and already have
the experience of being exposed to a large number of online reviews.

However, considering the time, cost, and convenience, convenience sampling was used
in this study. In this study, an online questionnaire was used to collect the research sample, and
a questionnaire was distributed through online social media to find respondents who were
willing to answer the questionnaire.

The online questionnaire was distributed to consumers who liked, shared or commented on
information about Tesla electric cars on social media platforms. The questionnaire was only
provided to customers who voluntarily filled out the questionnaire for this study. A total of 260
questionnaires were distributed and 203 valid questionnaires were returned, with a valid return
rate of 78.07%.

3.4 Data analysis method

This study used SmartPLS 3 and SPSS 25 statistical software for descriptive statistical
analysis, reliability analysis, validity analysis, mediation effect analysis, and ANOVA analysis.

RESULTS AND FINDINGS

4.1 Data Analysis

4.1.1 Descriptive Statistics

Data recovery

The survey of this research method mainly adopts the method of questionnaire survey,
which provides a structured questionnaire test by collecting specific information.

Data descriptive statistics

First, the basic situation of the data obtained by the survey is understood from the basic
situation of the sample's gender, age, educational background, monthly income and Internet
age, and descriptive statistical analysis is carried out.

Table 4-1 The gender distribution of samples

Gender Number Percentage(percent)
Male 122 60.1
Female 81 39.9

(1) Gender

The gender distribution of the samples in this study is shown in Table 4-1.
As can be seen from the above table, of the 203 valid questionnaires returned, 122 males
accounted for 60.1 percent of the total valid questionnaires, and 81 females accounted for 39.9
percent of the total valid questionnaires. Therefore, the gender ratio of the score samples drawn
by this research is in line with the research requirements.

Copyright © 2021 by the 2st International Conference on Management, Innovation, Economics and Social Sciences. 74



Figure 4-1 The gender distribution of samples (Design of this study)

Gender

(2) Age
Table 4-2 The age distribution of samples
Age Number Percentage(percent)
18 years old and below 12 5.9
19-24 35 17.2
25-30 92 45.3
31 years old and above 64 31.5

The age distribution of the samples in this study is shown in Table 4-2.

Figure 4-2 The age distribution of sample(Design of this study)
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(3) Education

The distribution of academic qualifications of the samples in this study is shown in
Table 4-3. In this study, the survey sample, high school and below accounted for 14.3 percent,
of which university accounted for 70.9 percent, master degree and above accounted for 14.8

percent
Table 4-3 The education distribution of samples
Education Number Percentage(percent)
High school and below 29 14.3
University 144 70.9
Master degree and above 30 14.8

Figure 4-3 The education distribution of samples(Design of this study)
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(4) Statistical analysis of monthly income
The monthly income of the samples in this study is shown in Table 4-4.

Table 4-4 The income distribution of samples

Income Number Percentage(percent)
Less than 1000RMB 22 10.8
1000-7000RMB 108 53.2
More than 7000RMB 73 36.0
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Figure 4-4 The income distribution of samples (Design of this study)
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(5) Statistical analysis of Internet service life
The Internet service life of the samples in this study is shown in Table 4-5.

Table 4-5 The Internet age distribution of samples

Internet age Number Percentage(percent)
1-3 26 12.8
4-7 41 20.2
More than 7 136 67.0

Figure 4-5 The Internet age distribution of samples(Design of this study)
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4.1.2 Quantitative Data

Measurement Model

First, in order to examine the magnitude of the standard error of the question items of
the questionnaire, the study used reliability analysis, which refers to the Consistency and
Stability of the test results. Stability refers to whether the same results can be obtained when a
characteristic is repeatedly measured using the same measurement instrument. Internal
consistency, on the other hand, is a measure of whether the tool has internal consistency to
obtain the same results. In this study, a seven-level Likert scale was used to measure the
questionnaire items, and the measure was the value of alpha coefficient created by Cronbach.
The higher the value of alpha coefficient, the higher the reliability of the questionnaire and the
higher the internal consistency of the questionnaire.

According to Cronbach's alpha coefficient proposed by Cronbach (1951), the criteria
for determining reliability are: alpha < 0.35 for low reliability; 0.35 < alpha < 0.70 for medium
reliability; and alpha > 0.7 for high reliability.

In this study, the reliability analysis was conducted mainly using SmartPLS 3.0
software, and the results of the analysis are shown in Table 4-6 below. From Table 4-6, it can
be seen that the Cronbach's alpha for Attractive, Expertness, Trustworthiness, Brand Identity,
and Behavioral Intention are 0.870, 0.962, 0.936, 0.832, and 0.835 respectively, which are
higher than 0.700. Indicating that the reliability of the scales in this study is up to standard.

Table 4-6 Validity and reliability for constructs

Constructs Items Loadings Cr(;?gﬁ;h > CR AVE
Attractivel | 0.846
Attractive Attractive2 | 0.917 0.870 0.920 0.794

Attractive3 | 0.909
Expertnessl | 0.892
Expertness2 | 0.897
Expertness3 | 0.910
Expertness Expertness4 | 0.918 0.962 0.969 0.815
Expertness5 | 0.914
Expertness6 | 0.902
Expertness7 | 0.887

Trustl 0.913
Trust2 0.919
Trustworthiness | Trust3 0.892 0.936 0.952 0.797
Trust4 0.891
Trustb 0.847

Identityl 0.801
Identity2 0.753
Brand Identity | Identity3 0.778 0.832 0.882 0.599
Identity4 0.814
Identity5 0.719
Behaviorall | 0.788
Behavioral2 | 0.768
Behavioral3 | 0.782 0.835 0.883 0.602
Behavioral4 | 0.819
Behavioral5 | 0.720

Behavioral
Intention
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The next step is to evaluate the discriminant validity. Validity refers to the extent to
which the measured results reflect the content we want to examine. The better the results match
the content to be examined, the higher the validity; conversely, the lower the validity. In other
words, the results obtained from the scale are also a valuable reflection of what we want to
measure. The measurement of scale validity consists of two aspects: ConvergentValidity (CV)
and DiscriminantValidity (DV).

(1) Convergent validity test. This is assessed by the process of reviewing each of the
scale's measurement items.

Convergent validity of a scale refers to a high degree of correlation between different
items of the same construct, i.e., several different items of the same construct in the scale are
measured with the same meaning.

In this paper, the convergent validity of the scale was analyzed by SmartPLS 3.0
software. This study followed the criteria for convergent validity proposed by Fonell and
Lacker (1981). (1) The factor loadings of all constructs exceeded 0.700 and reached the
significance level. (2) The composite reliability (CR) exceeds 0.700. (3) The average variance
extracted (AVE) of all the constructs exceeded 0.500. The results of the aggregation validity
test are detailed in Table 4-6. First, according to Table 4-6, the factor loadings of this study
were all higher than 0.700. Second, according to Table 4-6, the combined reliability of the five
constructs was 0.870, 0.962, 0.936, 0.832, and 0.835, respectively, which were all higher than
0.700 and within an acceptable range, indicating good internal consistency of the question
items. Finally, according to Table 4-6, the AVE values of the five constructs were 0.794, 0.815,
0.797, 0.599, and 0.602, which exceeded the minimum acceptable level of 0.500, indicating
that the model had good convergent validity.

(2) Discriminant validity test.

The discriminant validity of the scale refers to the degree of correlation between the
items of different constructs. A low degree of correlation between different constructs means
that there is no high correlation between this construct and other constructs.

The present study follows the criteria for determining convergent validity proposed by
Fonell and Lacker (1981), and the discriminant validity of the scale can be verified by testing
the square root of the AVE value of each construct, and the specific assessment criteria include
the following two points. (1) The square root of the AVE value of each construct should be
greater than the correlation coefficient between itself and the other constructs. (2) The cross-
loading coefficients of all items are smaller than the factor loadings of the corresponding latent
variables. In this paper, SmartPLS 3.0 software was used to test the discriminant validity. The
results of the discriminant validity test are shown in Table 4-7. According to Table 4-7, the
square root of the AVE value of each construct exceeds the correlation coefficient between
itself and other constructs, i.e., the value on the diagonal is higher than the value on the non-
diagonal. Second, according to Table 4-8, the cross-load coefficients also meet our test criteria.
Therefore, the discriminant validity of the present study scale is in accordance with the criteria.

Table 4-7 Discriminant validity

Constructs Cl C2 C3 C4 C5
Attractive 0.891
Behavioral 0.264 0.776
Intention
Brand Identity  0.288 0.427 0.774
Expertness 0.832 0.260 0.228 0.903
Trustworthiness 0.721 0.181 0.169 0.865 0.893
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Note: Values on the diagonal (bolded) are square root of the AVE while the off-diagonals are
correlations.

Table4-8 Factor Loadings and Cross Loadings for the Measurement Model

Items Attractive Behavioral Brand Expertness  Trustworthiness
Intention Identity
Attractivel 0.846 0.251 0.273 0.694 0.578
Attractive2 0.917 0.233 0.260 0.766 0.655
Attractive3 0.909 0.225 0.239 0.763 0.690
Behaviorall 0.256 0.788 0.298 0.223 0.116
Behavioral?2 0.122 0.768 0.357 0.135 0.138
Behavioral3 0.149 0.782 0.360 0.176 0.133
Behavioral4 0.321 0.819 0.360 0.230 0.153
Behavioral5 0.171 0.720 0.270 0.255 0.165
Expertnessl 0.727 0.254 0.179 0.892 0.786
Expertness2 0.782 0.264 0.271 0.897 0.747
Expertness3 0.779 0.260 0.232 0.910 0.772
Expertness4 0.780 0.248 0.198 0.918 0.763
Expertnessb 0.743 0.215 0.189 0.914 0.800
Expertness6 0.776 0.194 0.234 0.902 0.804
Expertness? 0.672 0.212 0.139 0.887 0.794
Identityl 0.223 0.341 0.801 0.179 0.171
Identity2 0.180 0.312 0.753 0.157 0.125
Identity3 0.266 0.354 0.778 0.182 0.136
Identity4 0.233 0.344 0.814 0.190 0.161
Identity5 0.206 0.294 0.719 0.174 0.047
Trustl 0.696 0.163 0.183 0.786 0.913
Trust2 0.569 0.151 0.112 0.783 0.919
Trust3 0.635 0.184 0.179 0.729 0.892
Trust4 0.658 0.171 0.167 0.730 0.891
Trust5 0.658 0.141 0.114 0.829 0.847

Structural Model

In this study, the 203 questionnaires received were analyzed by SmartPLS software,
and the structural model was evaluated as shown in Figure 4-6 and Figure 4-7. The cumulative
total explained variance of the model was 20.6 percent. The results of the full model hypothesis
testing using partial least squares are shown in Table 4-9.

The relationship between the variables was first investigated in this analysis. Purchase
intention was favorably affected by brand identity (= 0.393,t=4.919, p <0.001). In addition,
source credibility also had a positive and significant effect on purchase intention (= 0.158, t
=2.610,p <0.01) and brand identity (f=0.215, t=3.518, p <0.001). Therefore, hypothesis 1,
hypothesis 2, and hypothesis 3 were supported (see Table 4-9).

Moreover, source credibility explained 4.6 percent of the variance in brand identity
(R2=0.046), source credibility explained 20.6 percent of the variance in behavioral intention
(R?=0.206).

Next, this study assessed effect sizes (f2). To measure the effect size, this study used
Cohen (1988) guidelines, Cohen (1988) recommends a magnitude of f2 at 0.35 (showing large
effects), 0.15 (showing medium effects) and 0.02 (showing small effects). As mentioned in
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Table 4-9, the results show that in this study, the effect size ranged between moderate and small

effects.

Predictive relevance (Q?) shows how well data can be reconstructed empirically using
the model and the PLS parameters (Hair, Hult, Ringle, & Sarstedt, 2017). In this research, Q2
was calculated using cross-validated redundancy procedures, based on the blindfolding
procedure. Some scholars pointed out that Q2 greater than 0 means that the model has
predictive relevance, whereas a Q2 less than 0 means the model lacks predictive relevance
(Stone, 1974; Geisser, 1974; Hair et al., 2017). As shown in Table 4-10, Q2 for both endogenous

variables indicate acceptable predictive relevance.

Figure4-6 Structural model assessment( Design of this study)
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Table 4-9 Structural path analysis result

Constructs Relationship Beta T-Value f2 P-Value
BR -> BE 0.393 4.919 0.185 0.000
SC -> BE 0.158 2.610 0.030 0.009
SC -> BR 0.215 3.518 0.048 0.000
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Figure 4-7 Effect size( Design of this study)
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Table 4-10 Predictive relevance (Q?)
Outcome variable SSO SSE Q2 (=1-SSE/SSO)
BR 1,015.000 989.022 0.026
BE 1,015.000 900.217 0.113

4.1.3 ANOVA Analysis

4.1.3.1 ANOVA analysis of each variable for consumers of different ages

From Table 4-11, it can be seen that there are significant differences among
consumers of different ages for attractive, expertness, trustworthiness, brand identity, and
behavioral intention.Table 4-11 ANOVA TABLE

Variables Source  Sum of df MSS F P-Value
squares
Between 63.118 4 15.78 8.197 0.000
. Groups
Attractive Within
381.157 198 1.925
Groups
Between 72.96 4 18.24  13.017 0.000
Groups
Expertness Within
277.449 198 1.401
Groups
Between 92.873 4 23218  17.306 0.000
. Groups
Trustworthiness Within
265.634 198 1.342
Groups
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Between

Brand Identity 11.334 4 2834  3.147 0.015
Groups
Within 178.3 108 0.901
Groups
. Between 11.188 4 2797 3321 0.012
Behavioral Groups
Intention Within 166.772 198 0.842
Groups

Note: *p<0.05; **p<0.01; ***p<0.001

4.1.3.2 ANOVA analysis of each variable for consumers of different education
levels From Table 4-12, it can be seen that there are significant differences between consumers
of different education levels for attractive, expertness, and trustworthiness, and no significant
differences for brand identity and behavioral intention.

Table 4-12 ANOVA TABLE

Variables Source Sum of df MSS F P-Value
squares
Between 30.809 3 1027  4.943 0.002
. Groups
Attractive Within
413.466 199 2.078
Groups
Between 39.199 3 13.066 8.355 0.000
Groups
Expertness Within
311.21 199 1.564
Groups
Between 36.813 3 12271 7.591 0.000
. Groups
Trustworthiness Within
321.694 199 1.617
Groups
Between 1.791 3 0.597 0.632 0.595
) Groups
Brand Identity o
Within 187.843 199 0.944
Groups
_ Between 2.378 3 0793  0.898 0.443
Behavioral Groups
Intention Within 175582 199 0.882
Groups

Note: *p<0.05; **p<0.01; ***p<0.001

4.2.3.3 ANOVA analysis of each variable for consumers of different monthly
incomes From Table 4-13, it can be seen that there are significant differences among consumers
with different monthly incomes for attractive, expertness, trustworthiness, brand identity, and
behavioral intention.
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Table 4-13 ANOVA TABLE

Variables Source Sum of df MSS F P-Value
squares
Between 97.283 2 48.642 28.036 0.000
. Groups
Altractive Within 346.992 200 1.735
Groups
Between 76.178 2 38.089 27.779 0.000
Expertness Groups
P Within 274.231 200 1.371
Groups
Between 81.141 2 40.571 29.254 0.000
. Groups
Trustworthiness i 277.366 200 1.387
Groups
Between 9.565 2 4,782 5.312 0.006
) Groups
Brand Identity Within 180.069 200 0.9
Groups
Between 14.787 2 7.393 9.062 0.000
Behavioral Groups
Intention Within 163.173 200 0.816
Groups

Note: *p<0.05; **p<0.01; ***p<0.001

4.2.3.4 ANOVA analysis of each variable for consumers of different internet usage
years From Table 4-14, it can be seen that there are significant differences among consumers
with different Internet usage years for attractive, expertness, trustworthiness, brand identity,
and no significant differences for behavioral intention.

Table 4-14 ANOVA TABLE

Variables Source Sum of df MSS F P-Value
squares
Between 38.563 2 19.281 9.505 0.000
. Groups
Altractive Within 405.712 200 2.029
Groups
Between 63.175 2 31.588 21.994 0.000
Expertness Gr_o u_ps
Within 287.234 200 1.436
Groups
Between 89.085 2 44,542 33.065 0.000
. Groups
Trustworthiness \yishin 269.422 200 1.347
Groups
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Between 12.01 2 6.005 6.761 0.001
Groups

Within 177.625 200 0.888

Groups

Between 1.063 2 0.532 0.601 0.549
Behavioral Groups
Intention Within 176.897 200 0.884
Groups
Note: *p<0.05; **p<0.01; ***p<0.001

Brand Identity

4.1.4 Mediation analysis
Table 4-15 Mediation analysis
O M STDEV |O/STDEV| P
SC->BR->BE 0.084 0.089 0.033 2.592 0.010

As shown in Table 4-15, the initial sample value (O) was 0.084, the sample mean (M)
was 0.089, the standard deviation (STDEV) was 0.033, the T-statistic ((O/STDEV/) was 2.592,
and the p-value was 0.010. Therefore, the mediation effect was successful.
4.2 Summary

Based on the above data analysis, this study found that brand identity plays a mediating
role in the relationship between green car online reviews and consumers' willingness to
purchase green cars. The trustworthiness of the source of online reviews will influence
consumers' willingness to purchase green cars. In other words, the more consumers trust the
reviews collected on social media platforms, the more they will identify with the brand and
thus be more willing to purchase the brand's products and services. Meanwhile, this study also
provides discussion and inspiration for Chinese domestic green car companies.

CONCLUSION AND RECOMMENDATION

5.1 Discussion

This study used SmartPLS 3 and SPSS 25 statistical software for descriptive statistical
analysis, reliability analysis, validity analysis, mediation effect analysis and ANOVA analysis.
The analysis of the data processing results is used to explore the impact of online reviews on
consumer purchase intentions and the mediating role of brand identity in source credibility and
behavioral intentions. Next, the results of the data analysis will be discussed.

(1) The effect of source credibility of online reviews on brand identity.

According to the results of this study, the source credibility of online reviews has a
positive and significant effect on brand identity. In other words, the higher the source
credibility of online reviews, the more consumers' experience feelings in senses, emotions,
thoughts, actions, and relationships are able to influence the level of consumers' identification
with the brand.

(2) The effect of source credibility of online reviews on purchase intention.

According to the results of this study, the source credibility of online reviews has a
positive and significant effect on purchase intention. That is, the higher the source credibility
of online reviews, the more consumers experience feelings in their senses, emotions, thoughts,
actions, and relationships, which will influence their purchase intention and make them more
willing to purchase the brand's products as well as services.

(3) The effect of brand identity on purchase intention.
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According to the results of this study, the brand identity has a positive and significant
effect on purchase intention. In other words, the more consumers identify with the brand, the
more they are willing to buy the products and services of the brand.

5.2 Contribution

This study demonstrates that online reviews significantly affect purchase intention and
that brand identity plays a mediating role. From the perspective of social media platforms, we
provide some theoretically based strategies and suggestions for the official social accounts of
new energy vehicles within social media platforms to improve the effect of comments online.
Also, this study provides discussion and inspiration for Chinese domestic Green Vehicles
companies.

5.3 Limitations

Through the scientific research method, based on the purpose of the study, on the basis
of the summary of the relevant literature to draw on, the analysis of the research model,
questionnaire approach to obtain data and related empirical analysis, but due to the author's
research time and ability and other related restrictions, although put forward some of their own
views, but there are still a few shortcomings, but also to the future research some suggestions.

(1) In the analysis of the online review factors, only the positive factors were selected
from the positive factors, and no research was conducted from the combined positive and
negative factors, and there was no in-depth analysis of where the factors were.

(2) This study only focuses on one car brand, Tesla, and the findings will be different
due to the different characteristics of car brands. So whether the findings of this paper can be
applied to other car brands still needs to be further tested.

(3) Only Tesla consumers were selected as subjects in this study. Although the age
structure of Tesla consumers matches the age structure of people who frequently shop online
and has a large homogeneity, the psychology of Tesla consumers is, after all, somewhat
different from that of ordinary consumer groups, so there may be some problems in
extrapolating the psychological responses of the general public to online reviews from the
empirical results of Tesla consumers.

(4) The object of this study is the information about the products or services on sale that
appears on social media platforms and is created by consumers, i.e., online reviews. Online
reviews are one of the many forms of IWOM, and the study of online reviews in this paper is
highly relevant, but the applicability of the findings is insufficient. Future research can extend
the study to other forms of IWOM and test the applicability of the results of this study to other
forms of IWOM.

5.4 Future Studies

(1) In future studies, the deficiencies in sample size and sample composition should be
overcome to improve the universality and representativeness of the sample. Multiple groups
can be studied to increase the diversity of sample objects and try to ensure that the study covers
various different types of online consumer groups. This will inevitably lead to more convincing
conclusions and richer research results.

(2) In future studies, other variables can be added to further improve the theoretical
model of the influence of online reviews on purchase intention, for example, price, consumer
trust and other factors.

(3) Subsequent studies on the form of online reviews of Green Vehicles can try to add
video reviews as a new form of reviews, and then investigate more deeply to understand
whether there is a difference between video reviews and pictures or text reviews on consumers'
purchase intention, in order to further improve the research on the form of online reviews.
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(4) The theoretical model can be verified by different Green Vehicles brands in future

research to increase the applicability of the research findings. In addition, different consumer
characteristics, such as different risk preferences, can have an impact on the results, which can
be further explored in subsequent studies. In the future, we can classify consumers according
to their risk preferences and conduct further research to make the research findings more
relevant and focused.

[1]

[2]

[3]

[4]

[5]

[6]

[7]

[8]

[9]

[10]
[11]

[12]

[13]

REFERENCES

Alalwan, A. A., Algharabat, R. S., Baabdullah, A. M., Rana, N. P., Raman, R., Dwivedi,
R., & Aljafari, A. (2019). Examining the impact of social commerce dimensions on
customers' value cocreation: The mediating effect of social trust. Journal of Consumer
Behaviour, 18(6), 431-446.

Balochi, H., Hasangholi Pour, T., Maleki Min Bashe Razgah, M., & Siah Sarani Kojori,
M. A. (2015). The effect of brand trust and brand identity on brand evangelism. Journal
of Business Administration Researches, 7(14), 77-98.

Barker, V. (2017). User perceptions about self-efficacy, features and credibility as
antecedents to flow on social networking sites. The Journal of Social Media in Society,
6(1), 110-143.

Bigne, E., Chatzipanagiotou, K., & Ruiz, C. (2020). Pictorial content, sequence of
conflicting online reviews and consumer decision-making: The stimulus-organism-
response model revisited. Journal of Business Research, 115(C), 403-416.
Calvo-Porral, C., & Lévy-Mangin, J. P. (2017). Store brands' purchase intention:
Examining the role of perceived quality. European Research on Management and
Business Economics, 23(2), 90-95.

Cheng, W., Tsai, H., Chuang, H., Lin, P., & Ho, T. (2020). How can emerging event
sustainably develop in the tourism industry? From the perspective of the sor model on
a two-year empirical study. Sustainability, 12(23), 1-18.

Cheng, X., Fu, S., & de Vreede, G. J. (2017). Understanding trust influencing factors
in social media communication: A qualitative study. International Journal of
Information Management, 37(2), 25-35.

Chiang, C. H. (2018). Experiential value affects purchase intentions for online-to-
offline goods: Consumer feedback as a mediator. Journal of Marketing Management,
6(2), 10-24.

Cifci, S., & Kocak, A. (2012). The impact of brand positivity on the relationship
between corporate image and consumers' attitudes toward brand extension in service
businesses. Corporate Reputation Review, 15(2), 105-118.

EVsales (2020). https://www.ev-volumes.com/

Gautam, V., & Sharma, V. (2017). The mediating role of customer relationship on the
social media marketing and purchase intention relationship with special reference to
luxury fashion brands. Journal of Promotion Management, 23(6), 872-888.

Gong, H., Wang, M. Q., & Wang, H. (2013). New energy vehicles in China: policies,
demonstration, and progress. Mitigation and Adaptation Strategies for Global Change,
18(2), 207-228.

Hughes, C., Swaminathan, V., & Brooks, G. (2019). Driving brand engagement through
online social influencers: An empirical investigation of sponsored blogging campaigns.
Journal of Marketing, 83(5), 78-96.

Copyright © 2021 by the 2st International Conference on Management, Innovation, Economics and Social Sciences. 87



[14]

[15]

[16]
[17]

[18]

[19]

[20]

[21]

[22]

[23]

[24]

[25]

[26]

[27]

[28]

[29]

[30]

Kakol, M., Nielek, R., & Wierzbicki, A. (2017). Understanding and predicting Web
content credibility using the Content Credibility Corpus. Information Processing &
Management, 53(5), 1043-1061.

Kim, A. J., & Ko, E. (2010). Impacts of luxury fashion brand's social media marketing
on customer relationship and purchase intention. Journal of Global Fashion Marketing,
1(3), 164-171.

Kim, Y., & Peterson, R. A. (2017). A meta-analysis of online trust relationships in e-
commerce. Journal of Interactive Marketing, 38, 44-54.

Kohli, C. S., Harich, K. R., & Leuthesser, L. (2005). Creating brand identity: a study of
evaluation of new brand names. Journal of Business Research, 58(11), 1506-1515.
Kihn, S. W., & Petzer, D. J. (2018). Fostering purchase intentions toward online retailer
websites in an emerging market: An SOR perspective. Journal of Internet Commerce,
17(3), 255-282.

Lamberton, C., & Stephen, A. T. (2016). A thematic exploration of digital, social media,
and mobile marketing: Research evolution from 2000 to 2015 and an agenda for future
inquiry. Journal of Marketing, 80(6), 146-172.

Lin, J. S., & Sung, Y. (2014). Nothing can tear us apart: The effect of brand identity
fusion in consumer—brand relationships. Psychology & Marketing, 31(1), 54-69.
Mohseni, S., Jayashree, S., Rezaei, S., Kasim, A., & Okumus, F. (2018). Attracting
tourists to travel companies' websites: the structural relationship between website
brand, personal value, shopping experience, perceived risk and purchase intention.
Current Issues in Tourism, 21(6), 616-645.

Neubaum, G., & Kramer, N. C. (2017). Opinion climates in social media: Blending
mass and interpersonal communication. Human Communication Research, 43(4), 464-
476.

Ohanian, R. (1990). Construction and validation of a scale to measure celebrity
endorsers' perceived expertise, trustworthiness, and attractiveness. Journal of
advertising, 19(3), 39-52.

Rungsrisawat, S., Joemsittiprasert, W., & Jermsittiparsert, K. (2019). Factors
determining consumer buying behaviour in online shopping. International journal of
innovation, Creativity and Change, 8(8), 222-237.

Ruzzier, M. K., & De Chernatony, L. (2013). Developing and applying a place brand
identity model: The case of Slovenia. Journal of Business Research, 66(1), 45-52.

So, K. K. F., King, C., Hudson, S., & Meng, F. (2017). The missing link in building
customer brand identification: The role of brand attractiveness. Tourism Management,
59(2017), 640-651.

Visentin, M., Pizzi, G., & Pichierri, M. (2019). Fake news, real problems for brands:
The impact of content truthfulness and source credibility on consumers' behavioral
intentions toward the advertised brands. Journal of Interactive Marketing, 45, 99-112.
Wang, Z., & Wang, J. F. (2020). Experiential marketing activities enhance customer
citizenship behavior: Is it possible? An empirical study on huawei mobile phone, China.
2020 International Conference on E-Commerce and Internet Technology, 121-125.
Wang, Z., Kortana, T., & Kuang, W. (2020). Improving brand loyalty through social
media marketing: Is it possible? An empirical study of sor paradigm. E3S Web of
Conferences, 214, doi: 10.1051/e3sconf/202021401039.

Winter, S., & Neubaum, G. (2016). Examining characteristics of opinion leaders in
social media: A motivational approach. Social Media+ Society, 2(3), 1-12.

Copyright © 2021 by the 2st International Conference on Management, Innovation, Economics and Social Sciences. 88



[31] Xie, Y., Wu, D., & Zhu, S. (2020). Can new energy vehicles subsidy curb the urban air
pollution? Empirical evidence from pilot cities in China. Science of the Total
Environment, doi.org/10.1016/j.scitotenv.2020.142232.

[32] Zhu, W., Mou, J., & Benyoucef, M. (2019). Exploring purchase intention in cross-
border E-commerce: A three stage model. Journal of Retailing and Consumer Services,
51, 320-330.

Copyright © 2021 by the 2st International Conference on Management, Innovation, Economics and Social Sciences. 89



THE PATH SELECTION AND COUNTERMEASURES OF
IMPROVING THE INTERNAL GOVERNANCE ABILITY OF HIGHER
VOCATIONAL COLLEGE IN CHINA.

SIHAN WANG
Suan Sunandha Rajabhat University, Thailand
E-Mail: zhisou2021226@163.com

ABSTRACT

The internal governance structure of a university is of great importance to the
construction of higher Vocational College in China. The reform of the governance structure of
higher Vocational College in China with Chinese characteristics requires respecting the rules
of university, reflecting Chinese characteristics, achieving effective governance, and taking
into account the open and flexible changes; As for the frame, it is necessary to coordinate the
power relations in the vertical and horizontal directions of the university, embody“‘multiple co-
governance”, and balance the relationship between organizational power and individual rights.
In pathway of reform, the unity of planning logic and evolutionary logic should be reflected.
This paper will theoretically clarify the boundaries of political, administrative and academic
powers and responsibilities in Colleges and universities, scientifically build a mechanism for
each power subject to effectively exercise their powers and constraints, fundamentally solve
the problem of coordination among Party committee leadership, President governance,
Professor governance and democratic management. To establish a theoretical basis for
effectively dealing with the relations between political power, administrative power, academic
power and democratic power in Chinese universities.

Keywords: Higher Vocational College in China, internal governance ability, path selection,
countermeasures and suggestions

INTRODUCTION

The decision of the CPC Central Committee on several major issues of upholding and
improving the socialist system with Chinese characteristics and promoting the modernization
of national governance system and governance capacity issued at the Fourth Plenary Session
of the 19th CPC Central Committee has put forward clear goals and paths for China to
comprehensively promote the modernization of governance system and governance capacity.
As a type of education, higher vocational education deeply explores higher vocational colleges
The internal governance system and the modernization of governance ability are the main
contents of the "double high plan™.

Tongren Polytechnic college, as the national "double high plan” construction unit, has
made a lot of beneficial explorations in promoting the internal management reform of the
school with secondary management as the starting point. Especially after the construction of
national backbone higher vocational colleges, the school has also made a lot of achievements
in the system and mechanism construction. However, from the current situation, there are still
some problems, such as the internal governance structure needs to be optimized, the
governance system needs to be improved, and the governance ability needs to be improved.
Through this research, we will further explore how to implement the president responsibility
system under the leadership of the Party committee, further clarify the scope of "rights, interests
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and interests" between the Party committee and the president, and between the administration
and the Academy, reasonably define the responsibilities and power scope of internal
stakeholders, and put forward corresponding suggestions from the aspects of governance
objectives, governance principles and governance paths, which will be of great significance to
the college It is realizing the modern governance system of "Party committee's overall
leadership, administration in accordance with the law, experts devote themselves to study,
teachers and students' democratic management™ in higher vocational colleges, further
improving the college's leadership, decision-making, system, execution, supervision and other
governance capabilities, effectively improving the college's school running and governance
level, and helping the city out of poverty, Rural Revitalization and regional construction
Practical significance, but also for the development of Higher Vocational Colleges in other
places to provide a reference.

1. The system structure of governance structure of Higher Vocational College in China

After the "modernization of national governance system and governance capacity™ was
put forward, the governance system was mainly understood and used by the method of system
theory. For example, it was considered that it covered three sub governance systems of
government, market and societyl!l. Moving down to the micro governance unit, the
understanding of the "concept connotation™ of university governance system is reflected in the
following dimensions: first, the element theory, which covers the subject, mechanism, structure
and content of university governance; second, the structure theory, which focuses on the
structure of different types of power in universities; third, the system theory, which
comprehensively defines the subject, field, mode and process of governance "2’ .1t includes
"who participates”, "what to participate™ (governance boundary), "how much to participate"
(governance weight), "how to govern™ (ways and means), "what cultural ecology” (Governance
Culture) .

The "system framework™ of governance structure is generally divided into macro and
micro level governance, external and internal governance system. The external governance
system aims at the coordination and interaction of University, government and society. Internal
governance system, focusing on the operation of internal power norms. The macro level is "the
government's macro management, the market's moderate adjustment, the society's extensive
participation, and the school's independent running according to law", and the micro level is
"the Party committee's leadership, the president's responsibility, the professor's scholarship,
and the democratic management" ¥l Others include regarding the university governance
system as an organic system composed of value system, structural system, institutional system
and operational system ">’ . In order to achieve collaborative governance, it is divided into
democratic decision-making system, executive system, academic system, social participation
system and legal regulation system "¢’ .

2. Ways to improve the internal governance ability of Higher VVocational College in China

The internal governance of colleges and universities has become one of the main
contents of university construction in today's era, which plays a decisive role in the
development direction of colleges and universities. For higher VVocational College in China, it
is of great significance to promote the steady improvement of the internal governance ability
of colleges and universities and further promote the transformation and development of
colleges and universities. Through the research, the author puts forward the following ways to
improve the internal governance ability of higher VVocational College in China.
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2.1 Promoting the reform of internal governance system through the development
of external environment

The development of higher VVocational College in China is inseparable from the external
environment. In recent years, the external environment of Higher Vocational Colleges
(including the government, society, etc.) is also actively seeking reform. Therefore, in order to
promote the steady improvement of the internal governance ability of higher Vocational
College in China, it is necessary to make clear the relationship between Higher Vocational
Colleges and the external environment, observe the development situation of the external
environment, calmly analyze and use the external environment for governance Reform
promotes and promotes the internal management reform of higher vocational colleges.

Higher vocational colleges used to implement the administrative leading management
system, which has received a positive response in a specific period, but it is not suitable for the
current development situation and development needs of higher vocational colleges. On the
contrary, if higher vocational colleges want to strengthen internal governance, they should take
external governance as the starting point, start with external governance, and promote the
internal governance reform of higher vocational colleges through external governance. First of
all, to give higher vocational colleges enough space for independent management, higher
vocational colleges should clarify the relationship between the government and colleges.
Before, the government played the role of command, command and management in higher
vocational colleges, which is no longer conducive to the development of today's higher
vocational colleges. At present, the government should be committed to providing services for
Higher Vocational Colleges and play the role of serving higher vocational colleges. In addition,
the government should give vocational colleges full autonomy in management and running
schools, so that they can decide their own management system, set up disciplines and build
their own teaching staff. According to the ability and achievements of higher vocational
colleges, the government should fully consider the scale of Higher Vocational Colleges and
their contribution to local economic development, change the previous form of funding, and
give different funding according to different higher vocational colleges, so as to promote the
quality of higher vocational colleges.

The government should co-ordinate the management of colleges and universities,
boldly let go of the internal work of higher vocational colleges, and give colleges and
universities sufficient autonomous management rights, so as to further promote the
improvement of the internal autonomous management ability of colleges and universities.
Through streamlining administration and delegating powers, it can not only reduce the
government's constraints on all aspects of higher vocational colleges, change the current
internal management of various higher vocational colleges, but also reduce the dependence of
Higher Vocational Colleges on the government, promote higher vocational colleges to focus
on their own development, and drive the development of local economy.

2.2 Encourage mutual restriction of internal rights in Higher VVocational Colleges

Higher vocational college is an organization serving students and a public welfare
group. If we want to seek stable and healthy development, we must ensure the openness and
transparency of internal management, which requires higher vocational colleges to vigorously
promote the mutual restriction of internal power in the process of construction and improve the
mutual restriction system of internal power in higher vocational colleges.

For example, the Party committee of Higher VVocational Colleges enjoys all the control
rights of the management of higher vocational colleges, which makes the internal control
management and internal governance of Higher Vocational Colleges unfair, and even some
illegal acts are unknown. The Party committee of higher vocational colleges should transform
the overall control over the management of Higher VVocational Colleges into the governance of
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higher vocational colleges, which requires the Party committee of higher vocational colleges
to establish and consolidate its own organization. While enjoying the political and ideological
leadership rights, the Party committee of higher vocational colleges should promote the
construction of the professionalization of principals. Through the higher-level organizations of
higher vocational colleges, it should appropriately unite with off campus organizations and set
up special committees (such as professors) Committee, academic committee, etc.) are
responsible for the selection of principals and the effective supervision of the work of
principals. The president should have the right to formulate major strategies and plans of the
University, while the academic committee is responsible for the reasonable investigation and
analysis of the structure of the University and department, and has the right to adjust the
structure of the University and department appropriately. In addition, the school rules and
regulations have the right to participate in decision-making, and the professor committee has
the right to plan the development of major disciplines. In a word, the development of higher
vocational colleges is related to all aspects of higher vocational colleges, Therefore, the internal
power of higher vocational colleges should not be limited to an organization or an individual.
The internal management should have a clear division of labor, and encourage the mutual
supervision and restriction of the internal rights of higher vocational colleges. Only in this way
can the management of higher vocational colleges be open and transparent, and the teaching
quality and school running level of higher vocational colleges be further improved.

2.3 Promoting the internal independent construction of Higher Vocational
Colleges

Emphasizing the internal self-construction of Higher Vocational Colleges and
emphasizing the separation of colleges and government are two different concepts. The internal
self-construction of Higher Vocational Colleges refers to the clear and separate rights and
obligations of the government, society, higher vocational colleges and market, so as to ensure
the self-management ability of Higher Vocational Colleges and enhance their own
development. In other words, strengthening the internal self-construction of higher vocational
colleges is not only related to the higher vocational colleges themselves, but also needs the
efforts of the society, the state, the government and other levels. For example, at the national
level, it is necessary to regularly formulate and amend the relevant laws on Higher Vocational
Colleges and higher education, and formulate a reasonable exit mechanism, so as to effectively
reduce the internal misconduct of Higher Vocational Colleges and create a good and
harmonious environment for the internal governance of colleges and universities. At the local
government level, we should formulate and improve the corresponding incentive system, guide
higher vocational colleges to formulate policies and strategies in line with their own
development, and promote the construction of internal governance system of higher vocational
colleges. At the level of higher vocational colleges, we should first abandon the disadvantages
of the integration of decision-making, implementation, supervision and evaluation, establish a
reasonable internal and external governance system, and emphasize the leading role of
academic rights and governance rights in higher vocational colleges.
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3. Suggestions on the reform of internal governance system and governance ability in
Higher Vocational College in China

3.1 Enhance the legal consciousness and promote the management of schools
according to law

In order to achieve stable and healthy development, higher vocational colleges should
always adhere to the construction of the articles of association, formulate reasonable and
perfect school rules and regulations, strengthen the legal awareness of all levels, create a
complete and harmonious atmosphere of the rule of law, and provide a strong guarantee for the
vigorous promotion of the rule of law. First of all, we should make clear the dominant position
of the school charter. The school charter is an important basis for the implementation of
independent school running and democratic management in higher vocational colleges. It is a
basic criterion that must be followed and plays an irreplaceable role. Higher vocational colleges
should, according to their own conditions, formulate reasonable university regulations, clarify
the mission of running a school, highlight the characteristics of running a school, and establish
a good foundation for the future development of higher vocational colleges. In addition, the
academic Charter of each higher vocational college can not be formulated at one time. In the
early stage of the academic charter, there will be a stage of development and change. Through
continuous practice, the academic charter finds potential problems. In view of these problems,
higher vocational colleges should continue to improve and finally formulate a perfect school
charter. In addition, we should also focus on improving the legal literacy of leading cadres,
teachers and students, cultivate legal awareness, clarify the legal bottom line and legal red line,
popularize legal knowledge in the whole school, and improve the legal literacy of the whole
school. For example, leading cadres are required to use governance thinking and legal means
when solving contradictions, making decisions and promoting development, so as to set an
example for the promotion of the strategy of governing the school according to law in the whole
school. At the same time, the majority of teachers and students, staff should establish a strong
sense of the rule of law, which requires the school to do legal education and publicity in place,
to provide enough space for the majority of teachers and students to understand the law.

3.2 Deepening the reform of the school, looking for the focus of management

Higher vocational colleges are divided into different colleges. Due to the differences
between disciplines, these colleges have their own different characteristics. If the whole college
adopts a unified management mode and ignores the differences between different disciplines,
the overall development of higher vocational colleges will be restricted. Therefore, the reform
of higher vocational colleges must fully consider the relationship between colleges and
universities, and reasonably allocate the tasks between colleges and universities. Only in this
way can we guide the whole school and individual college to improve their management
efficiency, and further promote the modernization, scientization and rationalization of internal
governance in higher vocational colleges.

The contemporary society is in an era of continuous development and change. The core
of the development of higher vocational colleges has been transformed into the development
of their own internal governance ability. Only with a complete and excellent internal
governance system of higher vocational colleges, can they make full use of their advantages in
the process of construction and development, promote their own development and the
development of the surrounding things, and become a new era In line with the development
needs of the times of higher vocational colleges.
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CONCLUSION

To realize the modernization of internal governance ability and internal governance
system in higher vocational colleges has become an important content in the process of
deepening the reform of higher education. It is of great significance for higher Vocational
College in China to improve the internal governance ability to improve the teaching quality.
What kind of governance structure and governance system is the foothold of College
Governance Research, and it is closely related to the national system construction, showing a
distinct era and stage.

First, the internal governance of colleges cannot be separated from the framework and
background of university governance. Under the flat model of University University
relationship, we should take the modern university system as the effective guarantee of College
Governance, draw lessons from the government's power list setting model, clarify the power
list and negative list system at the school, college, vertical and horizontal levels, and realize
the positive interaction among schools, functional departments and colleges by constructing a
clear school governance structure; By setting up a reasonable power supervision mechanism,
we can give full play to the dominant position and leading role of the majority of teaching staff,
and establish a secondary college governance platform based on the teachers' Congress.
Finally, we should adhere to the party's leadership, democratic concentration, academic
guarantee, strengthen democratic supervision, and widely absorb other stakeholders to
participate in the common governance.

Second, clarify the power relationship and strengthen the system construction. In this
process, we should make clear who is the main body of internal governance and what is its
status. On the basis of dealing with all kinds of related relations, we should establish the system
mechanism of decentralization and collaborative governance. Academically, we should
strengthen the dominant position of professors, weaken the administrative color, strengthen the
role of academic power in the governance of secondary colleges, and make it clear that the
academic committee is fully responsible for all academic affairs of the college; We should also
improve the construction of the democratic supervision system, ensure that the staff participate
in the democratic management and supervision through the staff congress and other
organizational forms, ensure that students participate in the college's related affairs through the
student union or Graduate Union and other mass organizations, and improve the multi
participation governance mode.

Third, improve the College Governance System and mechanism. In response to the
internal power subject and relationship construction, scholars put forward different governance
schemes, including "academic led, classification driven, comprehensive improvement"
governance mechanism of colleges and departments. According to the four main bodies of the
college Party committee, President, Professor, faculty and teachers and students, scholars put
forward that we should construct the four in one power structure of political power,
administrative power, academic power and democratic management and supervision power.

In addition, the second level college professors Committee and student congress will be
established. In a word, higher vocational colleges should deal with the relationship between
themselves and the external environment, make full use of independent management power,
establish internal control management system suitable for their own development, and promote
the implementation and implementation of corresponding rules and regulations, so as to
promote the improvement of school running quality. However, it is a long-term and arduous
work for higher Vocational College in China to realize the modernization of internal
governance system and governance ability. It needs to go through the internal and external
level by level reform of Higher VVocational Colleges and the joint efforts of all levels.
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ABSTRACT

The business environment of enterprises has become very competitive and cruel due to
the rapid development of knowledge and technology. How to make enterprises have the
motivation of sustainable operation has become an important topic. The motivation of
sustainable operation comes from learning. Many scholars believe that if we can integrate
organizational learning into the corporate culture will help achieve sustainable operations. The
purpose of this study is to further the understanding of contents of organizational learning. How
are these contents measured? How does business manager conduct organizational learning?
Which in turn is examined empirically using literature review finding can be generate the
variables of Organizational Learning are 1) Knowledge Transfer and Integration 2) Openness
and Experiment 3) Managerial Commitment 4) Systems Thinking and 5) Organizational
Memory. The result is useful for the manager. It also details the variables that can be measured
for organizational learning from mechanism-based characteristics, the variables that can be
measured from an organizational level perspective, acquire/utilize knowledge types and
knowledge management process type. These can be used as a reference when business
managers plan to implement internal organizational learning to create a competitive advantage.

Keywords: organizational learning, organizational learning measure, competitive advantage
INTRODUCTION

In order to survive and obtain advantages in this environment, it is necessary for the
companies to be able to innovate and assimilate new knowledge, which allows them to do
things in a different way. Numerous authors consider organizational learning as a long-term
process and link it to knowledge acquisition and performance improvement (Garvin,1993;
Lopez, 2005). Because of rapid technological progress, companies may face the fate of being
eliminated if they do not get the corresponding technology. Most organizations have
understood the importance of organizations learning, but in order to obtain these new
technologies in a short period of time, most organizational learning focuses on the acquisition
of new technologies and ignores overall learning, so these shortcut learning will fail because
of learning to create innovative applications and communication is a complex task that requires
a comprehensive launch of relevant plans.

Therefore, we should have a clear understanding of organizational learning and learning
organizations. Organizational learning is defined as a change in the organization’s knowledge
base that occurs due to past experience (Fiol CM, Lyles MA,1985). Organization learning is
hereby conceptualized as a “multilevel process where members individually and collectively
acquire knowledge by acting together and reflecting together” (Scott BB, 2011). Learning
organization has been described as an outcome or product of organizational learning, which is
complex and multidimensional in approach and also view organizational learning as a process
going on in the learning organization. A learning organization is one that helps to enhance
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organizational learning by creating structures, strategic fittings and strategic crafting (Odor
H.O., 2018). Learning organization is a form of an ideal organization that promotes and
facilities learning of all its members (Hussein N. et al. 2014).

Marquardt (2002) proposed that it is necessary to fully understand the five aspects of
Organization, People, Technology, Learning and Knowledge in order to effectively establish a
learning organization. Marquardt (2002) also said that organizational culture in a learning
organization is an organization where learning is regarded as a critical factor in a business
success, in this case, learning is a habit and integrated as a part of organizational function as a
whole. Following Huber (1991), the definition of organizational learning is the development of
new knowledge and ideas with the potential of influencing behaviour. Miller (1996) defined
organizational learning as acquisition of new knowledge by employees who are able and
willing to apply that knowledge in making decisions or influencing others in the organization.
Sanchez (2005) defined that organization learning can be said to occur when there is a change
in the content, conditionality, or degree of the belief shared by individuals who jointly act on
those beliefs within an organization.

LITERATURE REVIEW

2.1 Organization Learning

DiBella (1995) has identified what he calls the normative perspective of a learning
organization. Learning is a collective activity that takes place under certain conditions or
circumstances. Therefore, organizations need to create the necessary conditions to foster and
allow learning to take place. Garvin (1993) states a learning organization is an organization
skilled at creating, acquiring and transferring knowledge and at modifying its behavior to
reflect new knowledge. Organizational learning can be seen as a dynamic process of creating,
absorbing, and integrating knowledge with the aim of developing organizational resources and
capabilities to promote organizational effectiveness (Lopez 2005).

The organizational learning is a set of norms or values that support the learning of
individuals, groups or organizations and believes learning as critical success factors of an
organization (Wahda,2017). It is clear, as stated by Gray, Judy (2006) that organizational
learning will make knowledge management goes well with the way it affects members of the
organization to learn and share knowledge.

Goh (1997) identified five major underlying organization characteristics and
management practices (1. Clarity of mission and vision, 2. Leadership Commitment and
Empowerment, 3. Experimentation and Rewards, 4. Transfer of Knowledge, 5. Teamwork and
Group Problem Solving) that are key conditions essential for learning to take place in an
organization. Lin et al. (2007) used four factors on their studied: Informational-sharing
patterns, Inquiry climate, Learning practices, Achievement mindset. Bontis et al. (2002)
defined five dimensions (individual, group and organizational learning stock; and feedforward
and feedback learning flow) to measure OL. After examination the studies of several scholars,
we extracted the five most frequently cited variables to measure (1. Knowledge transfer, 2.
openness and experimentation, 3, management commitment, 4. system thinking, 5.
organizational memory) to form the basis of analysis organizational learning measure in this
review. The conceptual model of Organizational Learning is as the figure 1. We explain these
five-dimension variables of organizational learning measure as follows.
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Figure 1. The conceptual model.
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2.2 Variables of Organizational Learning
2.2.1 Knowledge Transfer and Integration

The efficiency of the implementation of these two programs depends on the ability to
absorb knowledge within the enterprise, and the less obstacles there are, the more knowledge
can be disseminated within the enterprise (Szulanski, 1996). Through unobstructed
communication and dialogue, personal knowledge can flow within the enterprise.

Knowledge dissemination refers to the acquisition of knowledge by employees within
an enterprise through communication and debate without obstacles. Accessible communication
relies on fast information systems to ensure the correctness and effectiveness of information.
(Kofman and Senge, 1993). The type of knowledge acquired and distributed should related to
organizational problems and opportunities. So knowledge-sharing among working group
members or seminars is the best place to engage in dialogue and debate on work issues (Garvin,
1993). The integration of knowledge will create an organizational memory knowledge based
on the organizational culture and workprocess (Huber, 1991). Organizations should take
advantage of overlaps between work groups, seminars, shared databases between departments,
and the development of manuals and community software to enhance the transfer and
integration of knowledge among employees (Lopez, 2005).

2.2.2 Openness and Experiment

Dual-cycle learning requires an open attitude to bring in new ideas from internal and
external, so that individual's knowledge can be continually updated and improved (Senge,
1990). In order to create an open environment, managers need to first commit to allowing for
diversity of cultures and being willing to accept ideas, and experience avoiding self-centered
ideas (Nevis, 1995). Companies need to foster a creative and enterprising culture that is willing
to take risks to support employees' ideas of learning from mistakes (Slater, 1995).

If we remain open to new ideas, we will receive a variety of new ideas and then we will
have to filter these ideas and experiment with appropriate ideas to obtain innovative solutions
to current or future problems (Garvin, 1993). The organization should establish a budget system
and a reward system to encourage innovation and experimentation (Dibella, 1995).
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2.2.3 Managerial Commitment

Managers need to be committed to achieving organizational goals and learning
objectives. In addition, managers need to create an atmosphere of trust in the organization so
that employees can approach each other and understand that failure is part of the learning
process. managers also need to understand the gaps between goals and performance and
encourage employees to try to find knowledge and ways to reduce these performance gaps
(Goh 1997). Leadership behaviors such as accepting criticism, admitting mistakes, and
delegating authority to employees to make decisions are also key elements of a learning
environment (Garvin, 1993).

Managers need to be aware of the relevance and breadth of learning, so as to develop a
culture that fosters knowledge acquisition and innovation transformation becomes a
fundamental value of the organization (Nonaka, 1993), and also need to ensure that staff fully
understand the importance of learning and that a culture of learning is part of the organization's
success (Senge, 1990; Slater, 1995). Dibella (1995) state managers also need to understand the
fit between the organization's learning style, product or service and the industrial environment.

2.2.4 System Thinking

Senge, P.M. (1990) who argued that organizational learning incorporates the five
"disciplines” of systems thinking, personal mastery, mental models, shared vision, and team
learning. A systems orientation is a crucial component of organizational learning because it
guides the organization's cognitive levels of learning, by that helping to identify market patterns
(Senge, P.M. 1990).

A systems orientation focuses on structuring of the multiple inputs from the
environment, the organization, the immediate work group, the task, relationships with
colleagues, and outputs in terms of performance and satisfaction created by these multiple
inputs (Hult & Ferrell 1997). This is what Senge, P.M. (1990) said "systems thinking is a
discipline for seeing wholes". Research in the field of systems dynamics has demonstrated how
managers elicit unintended consequences by taking action in one area without seeing its
dynamic relationship to its effects. Despite its importance, this factor was relatively lacking at
our research sites (Nevis et al. 1995).

2.2.5 Organizational Memory

Day (1991) states that learning comes from observing and evaluating the results of the
decisions taken on the basis of the prior information. Organizational memory plays several
roles in this process: It serves as a repository for collective insights contained within policies,
procedures, routines, and rules that can be retrieved when needed; a source of answers to
ongoing inquiries; and a major determinant of the ability to ask appropriate questions.

An organizational memory incorporates the idea that by repeatedly performing a set of
activities, organizational members develop a knowledge base of those activities and a means
for performing better the next time. The individual member's experience leads to the
modification of organizational knowledge, and thus, to a better understanding of the
interactions between the organizational systems and the environment (Hult, 1997).

Some research makes clear that the human components of organizational memories are
often less than satisfactory. But problem of poor organizational memory is much more
complex than simple considerations of the deficiencies of humans as repositories of
organizational information (Starbuck and Milliken 1988). A great deal of organizational
knowledge about how to do things is stored in the form of standard operating procedures,
routines, and scripts (Huber, 1991).
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RESEARCH METHODOLOGY

Author reviewed secondary data from the existing literatures to describe the importance
of organizational learning and variables of organizational learning.

RESULTS AND FINDINGS

This section discusses the results and findings of the literature review and findings
variables used in Organizational Learning and measurement as table 1 and 2. The naming of
dimensional variables may vary among scholars, but after understanding their content
characteristics, we will categorize them according to their properties. For example, Abdi et al.
(2018) used three dimension variables (Commitment to learning, Open-Mindedness, Shared
Vision) to measure organizational learning. In this case, we classify Commitment to learning
as Knowledge Transfer and Shared vision as System thinking. Chiva et al.(2007) defined
(Experimentation,

Risk taking, Interaction with the external environment, dialogue, Participative decision
making) as five dimension variables. We include the variables dialogue, interaction in
knowledge transfer and openness, and participate in decision making in management
commitment. Lin et al.(2007) uses four variables to measure organizational learning (Inquiry
climate. Learning practices, Information sharing patterns, Achievement mindset). The Inquiry
climate refers to the attitude of the members of the organization to accept new knowledge and
try new knowledge, Learning practices refers to organizing members to participate in various
learning activities, Information sharing patterns are the extent to which members share
information and organizational information is shared. We categorize them into opennes,
experiment, knowledge transfer, organizatonal memory based on these characteristics. We
divide dimensional variables into two categories. The first category (knowledge transfer,
openness and experiment, managerial commitment, system thinking and organizational
memory) is commonly used variables. The second category (Teamwork, Clarity Mission, Risk-
taking) is supplementary variables.

Crossan et al. (1999), Bontis et al.(2002) defines four process (intuiting, interpreting,
integrating, institutionalizing) through three structural levels ( individual, group. organization)
of organizational learning, through which learning occurs. These three structural level variables
are also used to measure organizational learning. This is different from the dimensional
variables based on culture and structure, so it is not included in Table 2.

Gilaninia et al. (2013), proposed the concept of organizational learning mechanism.
Mechanisms of organizational learning are structural and cultural aspects that facilitate the
development and revision of a learning organization. Cultural aspects include a set of common
values, beliefs, norms, attitudes, roles, assumptions and behaviors provide possible to true
learning. Aspects of structural are institutionalized arrangements of structural and procedural
that allow organizations that systematically to perform collection, analysis, storage,
distribution and use of information that are related with organizations effectiveness. The
dimensional variables listed in table 1 can be said to fall into these two categories.

Different scholars may have different dimensional variables for measuring
organizational learning. | believe they all have their importance. However, based on the
consideration of corporate resources and capabilities, this study only focuses on the most
frequently cited dimensions which is the first category of variables. As for the dimensional
variables that are not quoted, they can also be considered if the company's resource capacity
allows.
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Table 1: Summary of variables used in Organizational Learning research

imension Variable -
S AE-2R- x glgz
BE’E § @ = ? §>§5 fxﬁg% .gc
22 3 s | 3 5 c El &9 x | ¢ &a| E3
g8/ 213§ |8 2|3 825 252 §2
Author(date) ¥ ®» |O|d |W |2 |03 || <& U
1 | Senge (1990) v v
2 | Huber (1991) v v
3 Day (1991) v v
4 | Garvin (1993) v v v
5 | Nevis (1995) v v |V |V |V v
6 | Slater (1995 4 v
7 Hult (1997) v v |V
8 Goh (1997) v v |V v | v
9 | Isaksen (1999) v v |V |V v
10 | Emdenetal.(2005) | VY v v VY
11 | Lopez (2005) v v
12 | Lin Hsiu-Fen(2005) v v
13 | Jerez-Gomez (2005) | v v |V |V |V
14 | Chiva et al.(2007) v v |V |V v
15 | Lin Chin-Yen(2007) | v v v |V v v
16 | Lin Hsiu-Fen(2008) | v v v v
17 | Riahi(2009) v v v
18 | Bess K.D. et v |V v
al.(2010)
19 | Liao, S.H. Wu, v v |V v |V
C.(2010)
20 | Jiménez-Jiménez.D |V v |V v | v |V
(2011)
21 | H. Tohidi (2012) v v | v |V v
22 | Hu B.(2014) v v
23 | Gomes G.et v v v v
al.(2016)
24 | Wahda(2017) v v v
25 | Abdi et al.(2018) 4 v | v |V
26 | Lien Thi Phan(2019) | v v |V |V |V
Frequency 17 13 |14 |13 |17 |9 5|3 1 4 11 2
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Table 2. Organizational Learning Measurement

Variable Measurement from
Knowledge In this Organization, teamwork is a usual way to Hamid
Transfer(5) work. Tohidi
In this Organization, Employees are encouraged to And
communicate Mandegari,
Employees have the chance to talk among themselves M. (2012)
about new ideas, programs, and activities that might
be of use to the firm
New work processes that may be useful to the
organization as a whole are usually shared with all
employees.
The firm has instruments (manuals, databases, files,
organizational routines, etc.) that allow what has been
learnt in past situations to remain valid, although the
employees are no longer the same.
Management In this organization, Managers frequently involve Hamid Tohidi

Commitment(6)

employees in important decisions.

Policies are significantly influenced by the view of
employees.

People feel involved in main company decisions

Employee learning is considered more of an expense than
an investment.

Managers in this organization can accept criticism without
becoming overly defensive

Senior managers in this organization do not resist change
and accept new ideas.

and Mandegari,
M.
(2012))

Openness
Experiment(7)

People here receive support and encouragement when
presenting new ideas.

Innovative ideas that work are often rewarded by
management.

Experiences and ideas provided by external sources
(advisors, customers, training firms, etc.) are considered a
useful instrument for this firm’s learning.

From my experience, people who are new in this
organization are encouraged to question the way things
are done

There are systems and procedures for receiving, collating
and sharing information from outside the company.

People are encouraged to interact with the environment:
competitors, customers, technological institutes,
universities, suppliers

It is part of the work of all staff to collect, bring back, and
report information about what is going on outside the
company.

Hamid Tohidi
and
Mandegari, M.

(2012))
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System All employees have generalized knowledge regarding this | Pilar Jerez-
Thinking(3) firm’s objectives. Gomez
et al. (2005)

All parts that make up this firm (departments, sections,
work teams, and individuals) are well aware of how they
contribute to achieving the overall objectives.

All parts that make up this firm are interconnected,
working together in a coordinated fashion.

Organizational Organizational processes are documented with manuals, S.P. LOPEZ et
Memory(5) standards or quality norms among others. al.(2005)

My company has databases to stock its experiences and

knowledge so as to be able to use them later on.

My company has up-to-date databases of its clients.

All the employees in the organization have access to the
organization’s databases.

When an employee leaves, it does not imply the loss of

important knowledge or abilities for the company.

CONCLUSION

Organizations must continue to learn in order to face the challenges brought about by
continuous technological innovation, and at the same time, they must gradually abandon
outdated and worthless technologies and concepts. Managers must have the responsibility and
mission not to stop organizational learning. Because some companies will feel that they are
already very good after they have achieved some results in learning and lose the motivation to
continue learning. In this way, it will lose sensitivity to changes in the external environment
and indirectly lead to the fate of the enterprise being eliminated by the environment. Managers
must also find ways to make organizational learning become organizational culture and core
value. Only in this way can companies be able to face changes in the environment and challenge

How to make learning become organizational culture? From the literature review, we
can see that organizational learning is multifaceted and interrelated. In terms of knowledge,
individuals and managers should understand that knowledge is continuous progress and
innovation. If they cannot learn new knowledge and technology at any time, companies will be
eliminated.

In the process of organizing learning, what attitude should an individual take towards
learning? It can be summarized as: the courage to promote your own ideas, not to work alone,
the system thinking behaviour, the spirit of teamwork, the sharing of experience, with
generalize knowledge related to the company's object and a good understanding of how they
contribute to the overall goal

What attitude should corporate managers take in organizing learning? The following
variables can be used to measure: involving employees in important decisions, incorporating
employees' views into company policies, accepting employees’ suggestions without criticism,
encouraging constructive dialogue, making employees feel valued, not rejecting changes,
accepting new ideas, and encourage employees to express their opinions about their work.

In order for organizational learning to be effective, the company itself needs to build
software and hardware mechanism. For example, there should be a digital and physical
knowledge base to store the company's own rules and regulations and related technical
information for employees to borrow, to encourage employees to propose effective and
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innovative methods, to establish standard operating procedures and quality standards, and to
establish communication bridges with external companies (customers, suppliers, consultants,
academic institutions) to obtain the latest knowledge and technology.

Organizational learning like knowledge creation is a continuous and ongoing process.
Managers can understand the state of learning within the organization by using the listed
measurement variables. By communicating with employees, managers, and companies to
obtain the best learning methods and make learning be part of their organizational values and
culture. Only in this way can the organization truly face the challenges of the future.

According to the research of Crossan (1999), four process (intuiting, interpreting,
integrating, institutionalizing) through the three organizational-level variables of
organizational learning (individual, group leader, organization). Organizational learning
includes the acquisition of knowledge, the sharing of knowledge, the application of knowledge
and the achievement of results. These learning are completed through the members of the
organization. To allow the members of the organization to effectively achieve the learning
goals, the manager has a decisive influence. Managers can promptly propose improvement
plans for organizational learning procedures and create a learning atmosphere and a good
learning environment to achieve organizational learning goals. Organization must also fully
understand the plans proposed by managers and fully support them. We reorganized the
variables measured in Table 2 to obtain Table 3 by organizational level and got another
conceptual model as Figure 2. There are eight measurement variables for the individual
dimension, six for the group dimension, and twelve for the organization dimension.

Figure 2. The conceptual model by Organizational Level.

Individule

Organizational Goup

Learning

Organization

Just like Gilaninia et al. (2013) state both aspects structural and cultural are affected on
learning in different levels of an organizations including individuals, teams and entire
organizations. Using the mechanism concept of Gilaninia et al. (2013), we reclassify the
measurement variables according to the characteristics of culture and structure, and we will get
Table 4 and another conceptual model as Figure 3
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Figure 3. The conceptual model by Mechanism.

Culture

Organizational

Learning Structure

Hu (2013)'s measurement of organizational learning is mainly focused on the
acquisition and application of knowledge. He proposed six measurement variables (acquire
product development knowledge, manufacturing process knowledge, market knowledge and
utilize product development knowledge, manufacturing process knowledge, market
knowledge) to measure organizational learning. We can get Table 5 and another conceptual
model as Figure 4.

Figure 4. The conceptual model by Acquire/Utilize knowledge.

. Acquire (Development, Manufacture,
Market knowledge, )

Organizational

Learning
Utilize (Development, Manufacture,

Market knowledge, )

Jimenez and Sanz (2011) measure organizational learning from the perspective of
knowledge management process. He proposed four dimensional variables (Knowledge
acquisition, Knowledge distribution, Knowledge interpretation, Organization memory) to
measure organizational learning. From this view, we got figure 5 and Table 6.

Figure 5. The conceptual model by Knowledge Management Process

Knowledge acquisition

Knowledge distribution

Organizational
Learning Knowledge interpretation

Organization memory
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Table 3. Organizational Learning Measurement by Organizational Level

Variable Measurement

Individual (8) | In this Organization, Employees are encouraged to communicate
People feel involved in main company decisions
From my experience, people who are new in this organization are
encouraged to question the way things are done
People are encouraged to interact with the environment: competitors,
customers, technological institutes, universities, suppliers
It is part of the work of all staff to collect, bring back, and report
information about what is going on outside the company.
All employees have generalized knowledge regarding this firm’s objectives.
Employee learning is considered more of an expense than an investment
Employees have the chance to talk among themselves about new ideas,
programs, and activities that might be of use to the firm

Group In this Organization, teamwork is a usual way to work.

manager(6) In this organization, Managers frequently involve employees in important
decisions.
Managers in this organization can accept criticism without becoming
overly defensive
People here receive support and encouragement when presenting new ideas.
Innovative ideas that work are often rewarded by management.
Senior managers in this organization do not resist change and accept new
ideas.

Organizati New work processes that may be useful to the organization as a whole are

on(12) usually shared with all employees.

The firm has instruments (manuals, databases, files, organizational
routines, etc.) that allow what has been learnt in past situations to remain
valid, although the employees are no longer the same.

Policies are significantly influenced by the view of employees.

Experiences and ideas provided by external sources (advisors, customers,
training firms, etc.) are considered a useful instrument for this firm’s
learning.

There are systems and procedures for receiving, collating and sharing
information from outside the company.

All parts that make up this firm (departments, sections, work teams, and
individuals) are well aware of how they contribute to achieving the
overall objectives.

All parts that make up this firm are interconnected, working together in a
coordinated fashion.

Organizational processes are documented with manuals, standards or
quality norms among others.

My company has databases to stock its experiences and knowledge so as
to be able to use them later on.

My company has up-to-date databases of its clients.

All the employees in the organization have access to the organization’s
databases.

When an employee leaves, it does not imply the loss of important
knowledge or abilities for the company.
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Table 4. Organizational Learning Measurement by Mechanism

Variable

Measurement

Culture(12)

In this Organization, teamwork is a usual way to work.

In this Organization, Employees are encouraged to communicate

Employees have the chance to talk among themselves about new ideas,
programs, and activities that might be of use to the firm

In this organization, Managers frequently involve employees in important
decisions.

Policies are significantly influenced by the view of employees.

People feel involved in main company decisions

Employee learning is considered more of an expense than an investment.

Managers in this organization can accept criticism without becoming
overly defensive

Senior managers in this organization do not resist change and accept new
ideas.

Experiences and ideas provided by external sources (advisors, customers,
training firms, etc.) are considered a useful instrument for this firm’s
learning.

From my experience, people who are new in this organization are
encouraged to question the way things are done

People are encouraged to interact with the environment: competitors,
customers, technological institutes, universities, suppliers

Structure
(14)

People here receive support and encouragement when presenting new ideas.

Innovative ideas that work are often rewarded by management.

There are systems and procedures for receiving, collating and sharing
information from outside the company.

It is part of the work of all staff to collect, bring back, and report
information about what is going on outside the company.

All employees have generalized knowledge regarding this firm’s objectives.

All parts that make up this firm (departments, sections, work teams, and
individuals) are well aware of how they contribute to achieving the
overall objectives.

All parts that make up this firm are interconnected, working together in a
coordinated fashion.

The firm has instruments (manuals, databases, files, organizational
routines, etc.) that allow what has been learnt in past situations to remain
valid, although the employees are no longer the same.

New work processes that may be useful to the organization as a whole are
usually shared with all employees.

Organizational processes are documented with manuals, standards or
quality norms among others.

My company has databases to stock its experiences and knowledge so as
to be able to use them later on.

My company has up-to-date databases of its clients.

All the employees in the organization have access to the organization’s
databases.

When an employee leaves, it does not imply the loss of important
knowledge or abilities for the company.
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Table 5. Organizati

onal Learning Measurement by Acquire/Utilize Knowledge type

Variable

Measurement

Acquire(3) 1. We acquired lots of product development knowledge from other
business model participants in the past 2 years
2. We acquired lots of manufacturing process knowledge from other
business model participants in the past 2 years
3. We acquired lots of market knowledge from other business model
participants in the past 2 years

Utilize(3) 1. We used lots of product development knowledge from other business

model participants in the past 2 years

2. We used lots of manufacturing process knowledge from other business
model participants in the past 2 years

3. We used lots of market knowledge from other business model
participants in the past 2 yearsl.

Table 6. Organizati

onal Learning Measurement by Knowledge management process type

Variable

Measurement

Knowledge

1. The employees attend fairs and exhibitions regularly

acquisition(3)

2. There is a consolidated and resourceful R&D policy

3. New ideas and approaches on work performance are experimented
continuously

Knowledge 1. The company has formal mechanisms to guarantee the sharing of the
distribution best
(3) practices among the different fields of the activity
2. There are individuals within organization who take part in several
teams or
divisions and who also act as links between them
3. There are individuals responsible for collecting, assembling and
distributing
internally employees’ suggestions
Knowledge 1. All the members of the organization share the same aim to which they
interpretation feel committed
(3) 2. Employees share knowledge and experiences by talking to each other

3. Teamwork is a very common practice in company.

Organization
memory (4)

1. The company has directories or e-mails filed according to the field
they
belong to, so as to find an expert on a concrete issue at any time

2. Company has up-to-date databases of its clients

3. There is access to organization’s databases and documents through
some
kind of network (Lotus Notes, intranet, etc.)

4. Databases are always kept up-to-date

Table (3), Table (4), Table(5) and Table(6) can be used as another guide for enterprises
to implement organizational learning. Managers can choose different measurement models to
measure organizational learning according to the management target and objectives.
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RECOMMENDATION

The content of the measurement variables shows that accessible communication is
integrated throughout the organization learning which includes individual to individual
communication, individual to organization communication, and department to department
communication. In order to achieve less obstacle communication, it is necessary to rely on
information systems.  Therefore, in order to effectively and correctively implement
organizational learning, companies must first establish appropriate information infrastructures
such as knowledge base systems, MIS, ERP, etc. In addition, people are also the focus of
organizational learning, and HR should consider the professional and character aspects when
recruiting staff. It can be seen that information technique and personal skills are two important
infrastructures that affect organizational learning. Under these two conditions, the development
of organizational learning will surely achieve the expected goals.

Both mechanism-based, organizational level based, knowledge type based and
knowledge management process-based variables can be used by managers to assess the extent
of organizational learning and as a benchmark for organizational learning implementation.
With the infrastructure of knowledge management (information technique, personal skilled)
and the implementation of organizational learning guidelines, | believe that it can maintain the
sustainable competitive advantage of the organization.
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THE APPLICATION OF FLIPPED CLASSROOM MODE IN
UNIVERSITY TEACHING.

LI SUN
Suan Sunandha Rajabhat University, Thailand

ABSTRACT

Flipped classroom, in fact, is a kind of teaching mode that after the teacher establishes
the curriculum resource package, students watch videos after class or at home, preview the
course, and then communicate with each other in the classroom. In the process of classroom
teaching innovation of college mental health education, the flipped classroom teaching mode
is used to improve, which has received good teaching effect. Teachers can understand students'
ideas, find problems through feedback information, and then discuss with students to guide
them to correctly understand the knowledge of College Students & apos; health psychology,
so as to prepare for classroom teaching.

Keywords: college mental health course; flipped classroom; teaching mode innovation
INTRODUCTION

From the perspective of teaching practice, flipped classroom teaching mode is a
complete subversion of the traditional teaching mode. In the traditional teaching mode, the
teacher & apos; s teaching is the main task. After the class work is finished, the students can
finish their homework. Learn knowledge in class and internalize knowledge after class. Under
the flipped classroom mode, students preview new knowledge before class, communicate,
exchange and discuss in class, including questioning, answering and knowledge application. In
the teaching practice, it is no longer "cramming", but giving full play to the subjective initiative
of students, taking students as the main body, truly becoming the master in the process of
classroom teaching; learning knowledge after class, internalizing knowledge in class, namely
"flipping" the classroom. This kind of teaching mode is more targeted, and the teaching effect
is more ideal. In the teaching process of college mental health education, the flipped classroom
teaching mode should have a holistic teaching view, and the whole teaching process should
maintain consistency and integrity. The last link is to link up with the autonomous learning of
the next learning content, that is, to form the form of one shoulder carrying two burdens.

1. Analysis of the characteristics of **flipped classroom™

1. Flipped classroom teaching video is generally short, about a few minutes to more
than ten minutes. This is because junior high school students & apos; concentration time is
generally short, so the real time of video resources should not exceed 15 minutes. Each video
should deal with a problem and aim at the key of a problem. Short does not mean the lack of
content, nor is it simple. Instead, it extracts some of the essence of lecture videos and focuses
on guiding content.

2. The teaching content and learning process are clear. Flipped classroom is actually
the reconstruction of students & apos; learning process. The learning process is arranged before
class, and students use pre class resources for self-study, classroom communication and
discussion. Students give full play to their autonomy, autonomous and automatic to learn to
research, enhance interest in learning. Teachers, as tutors, give answers and help, and give
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guidance to those students who have doubts and can & apos; t understand correctly. They are
a kind of interactive and benign learning mode.

3. After mastering the learning resources, students can conduct self-test, comb,
consolidate and feedback according to the test questions behind the teaching video. After class
test is also a mode of students & apos; autonomous learning, which can be set into two parts.
One part is a part of the test designed by the teacher according to the key points of teaching,
and the other part is a part of the test designed by the teacher according to the students & apos;
centralized feedback in class.

2. Practice of "flipped classroom™ mode in college mental health teaching

2.1 Small class grouping. According to the problem that the large class is difficult to
manage, the students are divided into groups consciously according to their learning situation.
A cording to the ability of learning and organization, students are divided into five or six
groups. In this way, students with strong learning ability can encourage and spur students with
learning difficulties, and group members can communicate and discuss in class, off class,
online and offline, which is conducive to overcoming difficult problems, strengthening the
communication between students, teachers and students, and promoting the improvement of
communication ability.

2.2 According to the psychological characteristics of college students, through the
requirements of flipped classroom, the characteristics of students & apos; autonomous learning,
and the requirements of students & apos; online learning through computer and mobile phones,
the improvement of students & apos; subjective initiative has been greatly improved
[2].According to the trend of the times, combined with the hobbies of college students, let
college students learn to become a kind of readily available resources, make full use of the
advantages of the Internet, from life, combined with the psychological characteristics of
students like to surf the Internet, like to watch mobile phones, can play an unexpected effect.

2.3 In the flipped classroom teaching, the goal, key points and difficult problems of
mental health course are preset by using video, animation and pictures. Students are required
to make analysis one by one and list the knowledge points, so that students can strengthen their
ability of autonomous learning. The text materials are edited through information technology,
and the resources are uploaded to the sharing platform with PPT and video for students to
download and learn. The way of video pictures or animation is more vivid and interesting than
our traditional pure text or boring ppt handouts, which can stimulate students & apos; interest
in autonomous learning, and it also matches our current era, so it will not lag behind the times.

2.4 For difficult problems, use group discussion, classroom Q & A and other ways to
evaluate and analyze students & apos; problems. In practical application, the method is to
divide the questions into different grades, and set different scores for each grade. After
answering the questions, the students focus on breaking through the difficult problems, making
the classroom more efficient and effective.

2.5 After class reflection needs to constantly reflect and adjust the teaching reflection.
Summarizing the teaching methods is a good solution to the shortcomings of flipped classroom,
which is very beneficial to the actual teaching. In class, some valuable questions from students
& apos; feedback will be recorded at any time; before class, some students & apos; inquiries
or some typical knowledge points detected by teachers before class preparation will be
recorded; combined with the problems before class, we will reflect and summarize after class,
summarize some valuable knowledge points or regular knowledge from these problems, and
finally make a lesson In order to make the flipped classroom more perfect.
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3.Principles of flipped classroom teaching design for college mental health

3.1 Students are the main body and teachers are the tutors.

3.2 Efficient classroom interaction, all around problem-solving as the center, to ensure
the effectiveness of discussion and communication.

3.3 Let students learn happily.

3.4 Make clear the teaching goal of university mental health, make students interested
in the set requirements, and ensure the smooth progress of teaching.

3.5 The individual differences of students should be fully considered. Such as students
& apos; knowledge level, learning basis, personality characteristics, personality types and so
on.

3.6 According to the teaching content, the teaching objectives are related to the students
& apos; knowledge level, the chapter difficulties are determined, the difficult resources are
well designed, and the teaching objectives suitable for teaching resources are designed.

3.7 Through autonomous learning, students can make scientific self-planning and learn
by using the terminal equipment of the audience, so as to facilitate the communication and
discussion between students and teachers [3].

3.8 To evaluate the effect of self-study before class, we can set the teaching goal as
judgment questions, and use technical means to evaluate and judge the results.

3.9 According to the students & apos; knowledge reserve before class, students can
exchange their learning achievements in class and enhance their learning confidence and
motivation.

With the development of productive forces, people pay more and more attention to
education, especially the development of higher education, which provides a good reproduction
force and scientific knowledge for the further development of society. Because of this
characteristic of higher education, the society pays more and more attention to the healthy
development of higher education and the quality of talents. UNESCO put forward earlier that
the requirements for a healthy person are not only limited to the health of physical quality, but
also good psychological quality and moral cultivation. At present, there are still many problems
in psychological education in Colleges and universities in our country. In order to cultivate
qualified and excellent citizens for the society, promoting the development of psychological
education in Colleges and universities is increasingly put on the national reform agenda, which
is the inevitable result of social development to a certain extent, and also an effective way to
promote social development. Therefore, in the process of psychology teaching in Colleges and
universities, the combination of psychological theoretical knowledge and common social
phenomena can not only effectively promote students to form good psychological literacy, but
also better improve the teaching quality of psychology in Colleges and universities [4].

4. Problems in psychological education in Colleges and universities from the perspective
of sociality

According to the relevant survey data, we can know that up to 90% of college students
have some psychological problems more or less. At present, the development of psychological
education in Colleges and universities is still in the initial stage, the teaching is lack of
professionalism to a certain extent, and the teaching results depend on the students & apos; self
absorption and self-improvement to a certain extent; classroom tests generally focus on the
broad psychological category, and it is difficult to capture individual psychological problems,
and it is difficult to teach students in accordance with their aptitude; although the psychological
counseling room is configured, the utilization rate is not very high In addition, according to
Erik. H. Erikson & apos; s eight stages of personality development, psychological education in
Colleges and universities plays an important role in repairing the problems left over from
infancy to adolescence, with a wide time span and difficult tasks; psychological education
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mainly stays in general psychology, studying the psychological process and psychological
characteristics of normal people, lacking detailed subjects [5].
5. The development trend of psychological education in Colleges and universities from
the perspective of sociality

As early as many years ago, the World Health Organization defined health: "the so-
called health is not only the absence of disease and weakness, but also the physical and mental
perfection, as well as good social adaptability and moral health. "From the perspective of
sociality, the development trend of psychology education in Colleges and universities is mainly
reflected in the following four aspects: first, colleges and universities will pay more attention
to cultivating students & apos; social adaptability, so that students can learn to survive, so as
to improve social harmony; second, psychology discipline will realize the transformation from
macro psychology to micro psychology, from general psychology to detailed psychology, and
provide guidance for students Teaching students in accordance with their aptitude and
providing power for personality development, so as to prepare talents with different qualities
for the society; third, the teaching mode changes from traditional explanation to the use of
various modern teaching tools, so as to improve the teaching quality and efficiency, so as to
improve students & apos; flexibility [7]; fourth, the teaching mode changes from classroom
teaching to combining with social practice, paying more attention to the role of model
demonstration, so as to improve students & apos; flexibility Improve the prestige of the correct
role of public opinion.
6. The development strategy of psychological education in Colleges and universities from
the perspective of sociality

First of all, we should pay attention to strengthen the teaching of psychology. In the
teaching process of psychology in Colleges and universities, relevant departments and teachers
should explore the law of students & apos; psychological development from the micro
perspective, constantly improve their own quality, guide the development direction of good
psychological quality for students, so as to promote the continuous improvement of the level
of psychological education in Colleges and universities. Secondly, we should pay attention to
the innovation of psychology teaching methods, combine with modern scientific and
technological means to constantly innovate teaching mode, and pay attention to the
combination of theoretical knowledge and daily life [8].In addition, the division of psychology
should be refined, starting from the open elective courses, so that students can make their own
choices and give full play to their right of choice, so as to mobilize the role of self-improvement
drive and improve their own quality. Finally, we should pay attention to the improvement of
teaching evaluation methods, avoid the one sidedness of teachers & apos; one-way evaluation,
mobilize education efforts, give students comprehensive and pertinent evaluation as far as
possible, attach importance to the role of role models, and promote the development of students
& apos; psychological quality in a good direction [9].

CONCLUSION

To sum up, higher education shouldering the important task of "rejuvenating the
country through science and education” will pay more and more attention to the cultivation of
social value of talents, and the development of psychology education in Colleges and
universities will also be closely linked to the "sociality” link, so as to help students form a
correct world outlook, outlook on life and values, and play a positive guiding role for each
student to better integrate into the society. At the same time, the development of society has a
negative effect on the development of psychological education in Colleges and universities.
The rapid development of contemporary science and technology provides more advanced
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equipment and more extensive data for psychological teaching, and further promotes the
development of psychological education. Finally, we can expect an overall development trend
of common progress, mutual benefit and win-win. Students are not only the educated, but also
the main body of learning. Flipped classroom as a new teaching mode, its implementation
process will inevitably have some problems, but its teaching charm and teaching effectiveness
cannot be underestimated, it is also worthy of our application and promotion. After
understanding the students & apos; knowledge level, knowledge reserve and psychological
status, the teacher guides the students to review and consolidate their learning knowledge. The
leading role of teachers is the premise of students & apos; initiative. Only when teachers teach
in the right way can students & apos; initiative achieve better practical results. In a word,
"flipped classroom™ mode is an effective teaching mode worthy of promotion.
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THE DEVELOPMENT STATUS AND COUNTERMEASURES OF
CHINA’S EMERGING E-SPORTS TOURISM INDUSTRY.
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1School of innovation management, China

ABSTRACT

In recent years, with the rapid development of e-sports industry in China, and based on
the comprehensiveness and comprehensiveness of tourism industry, the commonness of e-
sports industry and tourism industry makes it constantly integrate. The consumer groups
generated by E-sports events are the foundation of e-sports industry and tourism industry. This
paper studies the current situation of the combination of the emerging e-sports industry and
tourism industry and the innovative ways of management, and analyzes the development
potential and existing problems of E-sports tourism. In view of a series of problems existing in
the industry, such as industry standards, imperfect legal system, large talent gap and single
development mode, this paper puts forward the following countermeasures. In the long-term
development of E-sports tourism in the future, we should pay attention to increasing the talent
training of the industry, formulate the talent training plan, advocate the state to speed up the
standard setting of E-sports tourism industry, innovate the development mode of E-sports
tourism and so on, so as to build a new pattern of E-sports industry and tourism. Open up a
new market of the combination of E-sports and tourism.

Keywords: E-sports; tourism; problems; management strategies

1. The concept and background of E-sports tourism in China

E-sports tourism is a kind of theme tourism form that E-sports fans leave their own
places and go to a certain destination to participate in or watch E-sports activities. Because E-
sports tourism is based on the development of e-sports industry, and because of the cooperation
between e-sports industry and tourism industry, the essence of E-sports tourism can be said to
be a new tourism form of the integration of e-sports industry and tourism industry.

The e-sports industry is developing rapidly. In terms of the number of participants, there
will be nearly 450 million participants in China's e-sports industry in 2019. From the
perspective of industrial scale, China's e-sports industry is developing rapidly. In 2019, the
market scale of China's e-sports industry will reach 99.8 billion people, with an output value
of nearly 100 billion yuan. From the national point of view, since 2016, a number of policies
have been issued to support the development of e-sports industry; from the local point of view,
many provinces and cities have issued policies on the development of e-sports industry.

The comprehensiveness of tourism makes it possible to combine with other industries.
In the process of the combination of tourism and other industries, new power and new
management methods are often developed. In recent years, under the guidance of global
tourism concept, more and more industries begin to pay attention to, participate in, support and
develop tourism. With tourism as the driving force, we should promote the agglomeration of
related industries, expand the development space, adjust the structure of tourism industry, form
a new comprehensive development model of tourism industry, improve the quality of tourism
products, improve the level of tourism services, and realize the transformation and upgrading
of tourism industry. The combination of tourism and other industries is a stage that tourism
must go through in a certain period.
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With the development of E-sports system and the gradual enrichment of derivative
content around the game, E-sports has formed a unique mass culture in young and middle-aged
groups. New culture and creative content with E-sports as the core will flourish in 2020. From
the past form of E-sports to the present E-sports with the spirit of E-sports as the core, E-sports
will become an important growth point of the whole industry in the future. Experts estimate
that by 2020, the scale of China's e-sports industry will exceed 100 billion yuan, and China's
e-sports industry has entered an explosive period, resulting in the rapid development of various
E-sports activities, E-sports towns, game attractions and other tourism related industries. The
combination of e-sports industry and tourism is a typical case of the combination of emerging
industry and traditional tourism.

2. The development status of E-sports tourism in China

In recent years, China has been developing its own electronic information industry base
and communication infrastructure to promote information communication between cities.
Mobile phone communication and computer communication are rapidly spreading among the
people to promote the rapid development of E-sports. The Internet has played a vital role in
involving regional E-sports participants and continuously bringing a new situation for the
development of E-sports tourism industry.

2.1 E-sports events are more professional.

First of all, the competition classification is more and more obvious, based on the data
analysis as the premise, in-depth analysis and interpretation of the game; secondly, the game home
of E-sports. Through the cooperation between E-sports events and clubs, the host city can form a
city label, just like the development mode of NBA, so that a city can be engraved with the names
of stars and heroes to meet the worship psychology of city E-sports fans. Finally, the whole
competition system tends to be a whole, and the whole supply chain shares the game revenue.

In the 2018 Asian Games in Jakarta, E-sports as a performance project has been a great
success. The Chinese hero League project and the king's glory project have successfully won
the gold medal, which once again aroused the love of Chinese people for E-sports. What it
brings with it is the consumption of tourism. The participation of E-sports in the Asian Games,
the global finals of the League of heroes to be held in Shanghai in 2020, and even the
participation in large-scale events such as the Olympic Games in the future make the e-sports
tourism activities fully developed.

2.2 Tourism activities are more entertaining and diversified.

With the gradual home games, the related tourism industry has developed rapidly. Take
Shanghai as an example, there are home stadiums for the games of the old E-sports teams such
as EDG and snake. When consumers come to Shanghai to watch the games, they will inevitably
drive the consumption of related industries, such as hotels, restaurants, and other tourist
attractions after watching the games, such as Disney park. In 2018, Ig E-sports Club
successfully won the championship of the League of heroes project, and successfully appeared
on CCTV news for positive publicity. Every day, the program group even invited this team to
participate in the program, attracting a wide range of upsurge, making E-sports a success in the
entertainment industry. E-sports and stars, tourism, animation, the successful combination of
surrounding. In fact, consumers have completed a complete tourism activity.

China's e-sports industry will develop rapidly in 2020. Based on the rapid growth of the
number of E-sports users, the awareness of E-sports as an emerging industry is the highest in
all the countries surveyed. All countries are optimistic about the development of China's e-
sports, and the tourism industry serving the e-sports industry will also flourish. As a new
challenger of global e-sports industry, China's international influence is gradually emerging.
China's e-sports industry actively participates in the standard setting of global E-sports tourism
industry.
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3. The development of E-sports tourism in China is facing many problems

3.1 The industry standard and legal system are not perfect

E-sports tourism is a comprehensive industry, which is supervised by many
departments. Because it is an emerging industry, the lack of detailed supervision of various
departments will lead to excessive supervision or even inadequate supervision, which limits
the healthy development of E-sports tourism. Therefore, it needs the government to actively
guide all departments. Effective government leadership and management is extremely
important for the healthy and sustainable development of E-sports tourism. Secondly, the
relevant laws are not perfect. Because there is no corresponding legal constraints, the risk of
illegal practitioners is low. For example, in the League of heroes, there is a black history that
professional players lose the game by pulling the net and have to replay it. Just like traditional
sports games, there are also illegal behaviors such as gambling that disturb the fairness of the
game, such as the prediction and manipulation of the game results by overseas casinos. If the
state does not pay attention to the legal system of the e-sports tourism industry, there will
always be practitioners engaged in the e-sports tourism industry in the case of imperfect legal
system, to exploit loopholes and seek illegitimate interests.

3.2 Low public acceptance

E-sports is still difficult to be understood by the public, even if it has long been
recognized as competitive sports. The fundamental reason is that few professional players can
really participate in E-sports. The vast majority of people do not have the talent to play
professional e-sports, but indulge in online games. Therefore, the public confuse E-sports with
games, which is called spiritual opium. Compared with the open thinking of the Korean people,
Chinese E-sports professional players generally have a lower social status, and even many
people even look down on the professional players. They think that E-sports is to waste time
and do nothing. All kinds of criticisms on E-sports directly affect the image and connotation
of E-sports. In recent years, the growth of the income of professional players makes the Chinese
people's cognition of professional players change from having no money and no culture to
having money and no culture. The result is that the popularity of e-sports industry in China is
low. Although China's e-sports industry is developing rapidly, there is still a lot of room for
development. Affected by this, the tourism industry matching with e-sports industry has not
been fully developed.

3.3 The fast alternation of E-sports content

E-sports is different from online games. The theme of high-intensity confrontation and
online leisure entertainment of E-sports is different. Therefore, games are oriented to the
public, while E-sports is not oriented to the public. The game company is the rule maker of the
game, and has all the permissions of the game. All competition activities related to the game
need the support of the company. If the game is no longer hot, or the game company goes
bankrupt, the tourism industry will be hit hard. Therefore, the e-sports tourism industry needs
to constantly change the content of E-sports to meet the needs of the development of the times.
The second is equipment. The basic condition of E-sports competition is that with the
increasing number of E-sports users, the rising consumer demand and the update speed of
electronic equipment become crucial. Correspondingly, there is a big gap between China and
the United States, South Korea, Japan and other developed countries in the development of E-
sports equipment, and a large number of advanced equipment need to be imported. Fortunately,
the development of E-sports tourism industry relies less on E-sports equipment, and more on
E-sports competition and cultural content.

3.4 Large gap of professional talents

The rapid development of E-sports tourism industry will also face a problem is the lack
of management, operation and other professionals. The data shows that the current gap of E-
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sports related professionals in China is more than 300000. Due to the low degree of localization
of China's E-sports and the late recognition of e-sports industry, China develops relatively late
compared with foreign E-sports and lacks experience in overall planning of events and
personnel services. Therefore, there are few talents engaged in E-sports tourism. Although in
recent years, there have been many colleges and universities to carry out professional courses
such as E-sports management, but the talents who can really understand both E-sports
management and tourism management are extremely rare. With the continuous development
of E-sports competitions in various regions, there is a serious shortage of talents in tourism
industry serving E-sports competitions. The decline of service quality will inevitably lead to
the decline of consumers' satisfaction with E-sports tourism services, which seriously hinders
the development of E-sports tourism industry.
3.5 Limited consumer groups
With the growth of age, the adult's love for E-sports is gradually decreasing, and their
consumption desire is gradually decreasing. In addition, the public's one-sided cognition of E-
sports in early years thinks that playing games will lead to addiction, that is, taking spiritual
opium. As a result, the vast majority of consumers who watch E-sports games and participate
in E-sports tourism are young people. The proportion of female consumers and middle-aged
and elderly consumers is too small, which makes the market target groups of E-sports and its
related industries tend to be fixed.
3.6 Single development mode
At present, China's E-sports tourism mainly relies on the e-sports events, the people
who watch and participate in the competition. The main development mode of E-sports tourism
is the tourism activities of E-sports enthusiasts who mainly watch games and e-arenas whose
purpose is to watch games. The participants of E-sports are mainly engaged in E-sports. For
the purpose of participating in or serving the e-sports games, tourism activities should be
carried out in the places where the e-sports games are held. The relatively simple development
mode hinders the production of E-sports tourism products, is not conducive to the long-term
sustainable development of E-sports tourism, is not conducive to the extension of E-sports
tourism life cycle, is the main problem restricting the sustainable development of E-sports
tourism.
4. China's E-sports tourism development countermeasures
4.1 The government should increase policy support. To formulate corresponding legal
system. Introduce the industry standards and norms of E-sports tourism industry.
4.1.1 Review the compliance of E-sports tourism projects
Whether the e-sports tourism project has been planned by the government, whether
it has passed the requirements of safety, environmental protection, energy conservation and
other departments, whether the risk prevention and control system has been established,
whether the trademark of the project constitutes infringement and so on, all need the
government to formulate strict industry standards, improve the access threshold, and reduce
unfair competition. At the same time, a strict legal system should be introduced to severely
punish the illegal profiteers who want to take risks.
4.1.2 Behavior control of consumers participating in E-sports tourism activities
The organizers of E-sports tourism should take great responsibility for the safety
of consumers. There are a lot of human-computer interaction and player interaction with the
theme of game content in E-sports tourism activities, even congestion and stampede caused by
too many participants. To ensure the safety of consumers is the most basic task of the
organizers.
4.1.3 Carefully supervise the infringement of tourism industry in combination with
e-sports industry
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For example, whether the tourism project with a certain game as the theme has been
approved by the game company. Even if permission has been obtained, whether it will cause
infringement in the later operation process. The operators of tourism industry should take the
initiative to avoid the risk caused by legal disputes in the actual operation. The arrangement of
tourism activities should be integrated and systematic. They should make scripts and plans, and
finally organize them into a perfect tourism activity. In this way, a large and perfect tourism
activity can constitute a work and be protected by law.

4.2 Training professional E-sports tourism industry management talents.

In recent years, E-sports related industries are in full swing, but there is a serious lack
of supporting management and operation talents. The reason is that the whole E-sports teaching
system is not mature, teachers and teaching content is not standardized.

4.2.1 Carry out positive publicity to guide parents to allow students to learn E-
sports management related majors

The lack of E-sports management talents is largely due to parents' excessive
resistance to E-sports. As everyone knows, now E-sports management is a new major with
great development potential and development space. It is a management major, not a game
major imagined by parents. If parents dare to let students learn this major, students will have
the opportunity to engage in this industry. If even the most basic parents can't pass this pass,
the management of China's e-sports industry will face serious problems.

4.2.2 Standardize the curriculum standards of colleges and universities of E-sports
management

Many colleges and universities have set up related majors, but they are seriously
lack of professionalism. As a result, some students apply for the e-sports management major,
but there are no professional teachers to teach. The related teaching materials are not
standardized, and the whole subject is in the stage of crossing the river by feeling the stones.
Therefore, it is necessary to establish a talent training mode system based on the characteristics
of E-sports tourism industry. As one of the development modes of E-sports tourism, E-sports
competition needs professional athletes, E-sports analysts, coaches, E-sports commentators and
so on to successfully hold E-sports competition. With the support of E-sports tourism
professionals, E-sports practitioners of professional talents, will make E-sports activities full
of vitality, will make E-sports tourism industry flourish.

4.3 Innovate the development mode of E-sports tourism.

4.3.1 In order to develop E-sports tourism industry rapidly, the core is that tourism
projects should be enough to attract consumers

The development of E-sports tourist attractions, small towns. Build a one-to-one
model in the game in a small town. Different E-sports tourism projects should have
corresponding tourism characteristics and cultural creativity. E-sports tourism culture will
enable more young people who love E-sports to go out of their homes, enter the scene, watch
the games, explore the beauty of the city and taste the special food. More and more E-sports
activities have become a new business card of a city, which is an important medium for young
people to have a good impression of the city. E-sports tourism is perfectly integrated with the
development of the city. Tiktok, micro-blog, Jo, etc., together with app, has achieved good
results in improving the city's image. Nowadays, E-sports has become an effective way for
young people to promote urban tourism activities through its high viewing rate and
participation rate.

4.3.2 Increase the participation of consumers in E-sports tourism activities.

For example, in the "League of heroes" theme tourism project, let consumers enter
the simulated game map, and feel the happiness and reality that can't be felt in the game sitting
in front of the computer in the simulated Summoner canyon. At the same time, the payment
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mode is adopted to let consumers actively participate in cosplay, play various roles in the game
and provide role skill experience, photo service and so on, so as to guide consumers to consume
in a happy, happy and comfortable environment. It can also provide a variety of game
peripheral products, such as the role of the game dolls, game themed hats, clothes, electronic
devices and so on. Jinjin provides meals full of game characteristics, sightseeing bus, E-sports
theme hotel and so on. Clothing, food, housing, transportation, entertainment, shopping and
travel are all full of E-sports features, leaving consumers with deep and unforgettable
memories.

4.3.3 We should increase the cooperation between E-sports and traditional travel
agencies

We should make consumers realize the difference between E-sports tourism and
traditional tourism. Make a tour plan, route, content and advertisement like traditional tourism
projects. At the same time, we should strengthen cooperation with enterprises, such as company
group tour, weekend tour, college students group tour and so on, which are good opportunities
to participate in E-sports tourism activities.

4.4 Actively explore and learn foreign advanced experience.

The characteristic is that the game development and equipment manufacturing industry
is developed. There are many famous game development companies in America, such as ea,
Blizzard, fist and so on. In China, there are only Tencent, Shanda and other game companies,
which are more or less stretched. Therefore, China's technology companies need to learn more
from these companies, learn the experience of game development, and learn the development
experience of game related industries such as E-sports tourism industry. At the same time, the
open and inclusive culture of the United States provides a unique soil for the development of
e-sports industry. Although there are also E-sports activities on campus in China, most of them
are unofficial activities. Although the enthusiasm of students is very high, the school does not
pay enough attention to it. Therefore, it is particularly important for colleges and universities
to pay attention to the e-sports industry.

CONCLUSION

To sum up, with the rapid development of e-sports industry, tourism is also the focus
of public attention. When the integration of the two gives birth to a new tourism mode, E-sports
tourism will have unlimited development space. However, as an emerging industry, the
problems in the development process also need to be treated with caution. Therefore, in order
to make this new form of tourism sustainable and healthy development, the government should
strengthen the guidance, improve the development mode of E-sports tourism, excavate the
cultural connotation of E-sports tourism, and actively explore and learn from foreign advanced
experience, so as to promote the long-term development of China's E-sports tourism industry.
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ABSTRACT

The global COVID-19 epidemic in 2020 has dramatically changed the world.
International exchanges have stalled for some time, and the tertiary industry, commercial
institutions, and social organizations that provide offline services have been severely impacted.
Online education was one of the few industries that exploded during the outbreak. The
epidemic has brought great opportunities, but also significant challenges, to the online
education industry. Network education makes people break through the limitation of time and
space. People can learn anytime and anywhere. At the same time, the online education platform
has changed the original offline teaching mode and conducted online teaching interaction with
students as the main body. A large number of educational platforms have emerged.

On the one hand, these platforms effectively serve users, bring efficient and practical
courses for learners, and provide more effective learning methods. On the other hand, there are
many practical problems to be solved. This paper first analyzes China's current situation and
then analyzes China's network education's current status and development trend and gives its
reference. This study adopts a mixed method. Through my research, | found the problems
existing in the current online education: the quality of educational resources is uneven, lack of
interaction, and lack of learning incentive mechanism. Through the problems found above,
reasonable solutions are put forward, hoping to provide a meaningful reference for the
development of network education.

Keywords: Online education, Advantages, Opportunities and Challenges, swot Analysis

INTRODUCTION

Online education in China has witnessed rapid development in recent years. This paper
will introduce the development history, status quo, development trend, and problems of China's
online education industry in the new situation. In addition, this paper also tries to explore some
solutions.

1.1 Background

Online education in China got off to a slow start in the late 20th century. From the
development course, China's network education has experienced three stages. Early online
education is restricted by the external environment, mainly due to the development of Internet
technology (such as the limitation of network bandwidth) and the popularization of electronic
products (Hu Jiehui, 2018). The period 2000-2009 is the first stage of the rise of network
education in China's network era. The year 2000 is a crucial period: first, the emergence of
"three-screen™ form of network video courseware (Chen Zhiwu, 2019), network education has
entered the multimedia stage; Secondly, the Ministry of Education approved 68 universities as
the national pilot universities of modern distance education and allowed them to set up online
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education colleges and issue online education diplomas, which accounted for more than 90%
of the total online education market in China (Sun Maosong, 2019). Third, New Oriental Online
School was launched in 2000, marking traditional training schools' entry into the online
education market. Since then, because they did not find the profit model, network education
entered the wandering period, the whole industry is groping forward. Although its market share
is also increasing year by year, online education is only one of the slower-growing sectors than
the fast-growing portals, online games, and e-commerce.

The second phase runs from 2010 to 2014. With the rapid development of the mobile
Internet, the network broadcast model appeared around 2010, and the American Khan
Academy began to influence the world with its operation model (Dai Ning, 2019). At the time,
there were few opportunities for investors in China's Internet industries, such as e-commerce
and online gaming, and online education became the new darling of investors. In 2012, the
massive open course financing (MOOC) of the three major MOOC platforms in the US
strongly shocked people’s psychological expectations. It triggered a new round of development
of online education in China (Chen Qilin, 2019). Online education, as a sub-industry of the
Internet industry, started from the attention of Internet giants. Hundreds of new Internet
education companies have entered the market. In 2013 alone, nearly a thousand new online
education institutions were established. Although the development is rapid, the market size is
still far below the actual demand scale. In 2017, China's online education market will grow to
170 billion yuan (Jiao Xiaobin, 2019). At this stage, companies involved in online education
in China mainly focus on four primary sectors, namely pre-school education, K12 education
(kindergarten to 12th-grade high school), higher education, and vocational training. The higher
education market, which accounts for the most significant proportion, generally refers to the
online diploma education market, the online education enrollment market of 68 universities
approved by the Ministry of Education to carry out online education. With the cancellation of
"Online Education Schools Use the Internet to Implement Distance Higher Education,” the
online diploma education market may be fully opened, which means that in addition to the 68
universities initially approved for the pilot project (Rao Gang, 2020), it may also attract more
Internet companies to enter and set out in this field.

The third stage: 2015-2020, with the maturity of Internet broadcast technology and the
rapid development of the online education industry, online education enterprises have launched the
fierce competition for the market. In 2015, with the maturity of Internet broadcast technology,
online foreign language training ushered in explosive growth, with VIPKID, 51Talk, and other star
companies emerging as The Times required (Jiang Xiaobin, 2018), and many excellent companies
appeared in the entire online education industry. The maturity of Al speech recognition technology
has also given rise to Al-driven business models, with no real teachers, such as fluent English.
Since 2019, the application of the Al teacher model in the teaching of young students has become
more popular, as has technology and education. They were combined with the gradual deepening
of teaching links, from instrumental teaching AIDS to teaching links (Jiang Dacheng, 2019). In
particular, under the influence of the epidemic in 2020, the number of online education students
will increase significantly, and the market size will also expand considerably. Online education
will gradually enter a period of rapid development.

By 2020, the teaching and learning process of the coronavirus pandemic was
transformed through offline education. Many countries and governments have taken
emergency measures to suspend offline education to avoid the spread of the virus. Schools have
adopted online learning methods to ensure students' education continuity (Hu Zhongxiong,
2020). As students learn from classroom to home, offline to online, online education has soared
into the mainstream. In the past, online learning was considered a complement to traditional
knowledge. However, during the coronavirus pandemic, online education has received
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unprecedented attention from the whole society, from the previous supporting role to the
current teaching must be the way. This shift has changed the perceptions of both teachers and
students. At the same time, the change of teaching mode will profoundly affect the future
education mode. Especially with the rapid development of information technology, from the
Internet to the mobile Internet, we have created a way of life, work, and learning that transcends
time and space. The way we acquire knowledge has undergone fundamental changes.
Compared with the traditional model of the past, we can now receive education and learn
without restricting time, space, and place. The channels of acquiring knowledge are more
flexible and varied. In recent years, with the influx of capital markets and entrepreneurs, the
online education industry in China has experienced a period of rapid development (Sun
Maosong, 2019), which has made the online education industry increasingly attractive. Online
education is closely related to the development level of science and technology, the
transformation of educational concepts, the upgrading of users' academic needs, and lifestyle
transformation. Especially with the expansion of the scale of Internet education and the
increased stability of the business model, the deepening of the markets of teaching and learning
customers, the awakening of consumer awareness and consumption upgrading, China's online
education has now entered into an era of intelligent education featuring vertical segmentation,
diversified learning methods, open sharing of resources and liquidation of education content.
1.2 Problem Statement

As a form of education closely combined with modern communication technology in
China's education system, online education has entered a new normal in China's economic and
social development. In constructing the lifelong education system, we are faced with a rare
opportunity for growth. Online education has changed people's ideas about the time and place
of learning (Ji Wanchang, 2018), and now people can learn anytime and anywhere (Hu
Zhongxiong, 2018). The idea is that people can use resources from around the world for high-
quality learning without leaving their homes. It is a significant development opportunity for
China, with vast territory and uneven economic and cultural development. However, at the
same time, the occasional outbreak of the epidemic has led to a surge in the number of users of
online education. The large-scale demand for education has posed a challenge to the ecological
carrying capacity of China's education ecosystem, which is affected by the supply capacity of
education resources and the supporting capacity of environmental development (Hu
Zhongxiong, 2018).

From the perspective of the urgency of China's current economic and social development
to the demand for talents, the economic imbalance between regions, only relying on the existing
educational resources, cannot meet consumers' demand for education (Hu Zhongxiong, 2018).
Although online education makes full use of the current academic help through modern
information technology, which dramatically improves the supply capacity of educational
resources and further enhances the ecological carrying capacity of the scholarly ecosystem, rapid
development, and quality assurance are always tricky problems to be considered (Hu
Zhongxiong, 2018). Although online education is not limited by time and place, it can provide
education services for as many people as possible. Given the given inputs to production, it has a
greater variety of outputs than can be achieved by traditional means (John. Daniel, 2008). The
digital learning resources developed by the distance education institute can cover a broader range
and serve more learners with advanced technical means. Increasing learning opportunities is the
driving force for the development of distance education. The characteristics and advantages of
distance education are in line with the demand of China's economic and social development on
the scale and quality of education development. It is of great significance to enhance the
ecological carrying capacity of China's education ecosystem. From economic and social
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development into the new routine, many educational needs to support the large-scale learning of
distance education have brought great development opportunities.

LITERATURE REVIEW

2.1 Overview the Innovation and development of online education

The most fundamental purpose of education is to promote humans and society, which
is carried out in continuous Innovation ((Dai Ning, 2019). Today, with the constant evolution
of science and technology, innovative thinking is critical, and the development of any industry
is inseparable from the strong driving force brought by Innovation. As a traditional industry,
the education industry has been given new life in the Internet revolution. Innovation is an
essential factor in the development of every industry, and it also plays a pillar role in the
development of education.

In today's rapidly changing external environment, Innovation is a critical factor in the
sustainable development of education to train the talents needed to cope with the changing
world(Han Mei, 2018). Generally speaking, Innovation comes from external changes, through
external changes to bring new life to the traditional industry. As a traditional industry, the
education industry has been given new life in the Internet revolution. With the rapid
development, it has also brought public attention to the industry. The Internet is the initial
driver of educational Innovation, bringing about changes in educational tools and methods. In
the early stage of the development of online education, projectors, radio, television, audio
recordings, and videotapes entered people's lives, and the traditional way of classroom learning
began to change (Li Chao, 2018). The start of educational informatization shortens the process
of information transmission and improves the efficiency of education. With the beginning and
rapid development of the Internet in China, we need to pay attention to the emergence of
multimedia courseware teaching (Li Chao, 2019), Internet learning, distance learning and other
aspects.

The education and scientific research demonstration network project in the
Zhongguancun area has entered the Internet of things(Tang Min, 2019). The use of the Internet
to carry out business and applications gradually increased, multimedia courseware, Internet
distance learning began to appear. At the same time, the development of Innovation is
inseparable from the support of the theory. Paul Lengrand put forward the concept of lifelong
education (Han mei, 2018). The whole world is in a period of significant change from
humanistic thought to scientific thought. At the same time, the development of modern media
has brought people more information than in the past (Guan Xiangi, 2018). The increased
productivity of the technological revolution and the labor security system provides people with
more leisure and holidays.

Paul Lengrand put forward his idea of "lifelong education."

1. With the rapid change of humanistic thinking, we need to keep learning to cope with
the shift of civic responsibility.

2. With the rapid development of science and technology, we need to constantly learn
to master new technologies and be competent for new jobs.

3. With the rapid increase in the amount of information received, we need to learn
information screening and processing to have better judgment and the ability to think
independently.

4. Education can make full use of leisure time so as not to be wasted.

Of course, we can also find that there is no change in the background of these theories
mentioned by Paul Rengrande and the characteristics of our contemporary society. Since
China's reform and opening-up, China's society is still a rapidly changing society (Tang Min,
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2019). At this point, online education can help us sift through the information to a great extent.
In a large amount of Internet information, if we rely on ourselves to find the knowledge we
need, it may waste a lot of time and energy.

But on the one hand, through online education, we can get professionals to help us
improve and screen the knowledge (Jiao Jianli, 2017). On the other hand, you can also learn
how to filter information more effectively through special courses. Improve your judgment and
independent thinking. The theoretical background of lifelong education is still very suitable
(Hao Dan, 2019). While widely using online education, we also need to note that with the
maturity of the Internet in China and the national support for distance education, online schools
begin to appear, and video courseware and learning community have gradually become new
learning models.

Especially with the emergence of three-screen courseware (Dai Ning, 2019), students can
simultaneously watch teaching videos, teaching courseware, and syllabus. Online schools usually
adopt recording and broadcasting lectures, and students can watch teachers' classes through the
Internet according to their time arrangement. The traditional offline training and education open
the Internet education mode. In providing online education, the platform understands users'
preferences and promotes the personalized development of schooling according to users' needs
through big data and artificial intelligence applications (Wang Ping, 2017).

METHODOLOGY

3.1 Introduction

The construction of the research tool firstly reviews the literature related to this topic.
Since there are many social aspects involved, many stakeholders, and limited time, we choose
specific students as our investigation objects according to the actual situation. At the same time,
a city in China served as the site for our survey. A mixed-method is adopted to provide
information on the opportunities and challenges of the development of online education. On
this basis, in-depth interview and questionnaire surveys were conducted.
3.2 Research Design
The construction of the research tool firstly reviews the literature related to this topic. There
are many social aspects involved, and there are many stakeholders involved. In the limited
time, according to the actual situation, we chose some students as the interviewees. At the same
time, we interviewed people around us and conducted a questionnaire survey as the
investigation route. On this basis, the method of in-depth discussion is adopted.

3.2.1Type of Approach used

This study mainly adopts the method of induction. In this case, the lack of theories to
inform the research process may reduce the likelihood that researchers will be biased during
the data collection phase.

3.2.2 Research strategy

The mixed-method was adopted. We first use qualitative methods to form basic ideas
and knowledge about the subject. After that, quantitative methods gain specific knowledge
from the research and then test the process. Because little is known about the current situation,
or there is insufficient information on how similar problems or research problems have been
solved in the past, exploratory research is conducted. In this case, a great deal of upfront work
is required to familiarize yourself with the phenomena and understand what is happening before
a rigorous design can be established for a full investigation.

3.2.3Sample design
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There are many types of stakeholders in online education, such as teachers, students,
social workers, online education companies, and so on. Yet, teachers and online education
companies are not easy to track. For the above reasons, students are selected as the population

3.2.4 Data acquisition techniques

With the existing data introducing the basic concepts of the following content, this
research conducted data collection. The data of this research came from a middle school in
Zhengzhou, Henan Province, China. One-on-one interviews were conducted on the teaching
effect and student experience of online education. Selected fifteen interviewees and then
checked the data. On the other hand, we made a questionnaire survey.

3.2.5 Unit of analysis

We compare students' views of online education experience and teaching effect. The
unit of analysis is the individual. Analyze and summarize the answers according to the different
aspects of each student.

3.2.6 Data analysis techniques

Data from the in-depth interviews will be analyzed manually. Then, the quantitative
data collected from the questionnaire will be subjected to descriptive analysis. Finally, SWOT
analysis is used to analyze online education.

RESULTS AND FINDINGS

The purpose of this study is to explore the challenges and opportunities faced by the
rapid development of online education under the epidemic situation through interviews with
web-based learning users to explore how to promote the development of online education in
China in a better direction. However, many problems have been exposed in the story, and how
to deal with these problems remains to be further studied.

Qualitative Data
What are the advantages of online education?
Table 4.1 advantages of online education

Interviewee viewpoint

Intervieweel It is very convenient and can transcend the limitations of time and
space.

Interviewee?2 It is very convenient for me to listen to lectures anytime and anywhere
under the coverage of the Internet.

Interviewee3 It is very convenient. | can choose my favorite courses on my own

Convenient, you can study at home, reducing the traffic time on the
road.
The curriculum transcends the limitation of time and space.

Interviewee4

Intervieweeb

Interviewee6 Convenient, | can choose my favorite courses on my own.
Interviewee? Convenient, | can choose my favorite courses on my own.
Interviewee8 Save time, don't spend time on the trip.

Interviewee9

IntervieweelO
Intervieweell
Intervieweel?2
Intervieweel3
Intervieweel4
Intervieweel5

It is very convenient. Saving time and effort

Saving time and effort

Beyond the limits of time and space

Online education has greater autonomy and choice for students.
Convenient, Save time

Online education has greater autonomy and choice for students.
Save time
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Do you think the cost of using online education software is too high?
Table 4.2 cost of using online education software

Interviewee

viewpoint

Intervieweel
Interviewee2
Interviewee3
Interviewee4
Intervieweeb5
Interviewee6
Interviewee?7
Interviewee8
Interviewee9
IntervieweelO
Intervieweell
Intervieweel?2
Intervieweel3
Intervieweel4
Intervieweel5

Yes. Because it's costly to buy electronic equipment
Because it's costly to buy electronic equipment

The cost is not very high

The cost is not very high

Yes. Because it's costly to buy electronic equipment
Yes. Because it's costly to buy electronic equipment
Yes. Because it's costly to buy electronic equipment
Yes. Because it's costly to buy electronic equipment
Compared with the offline cost is low.

Yes. Because it's costly to buy electronic equipment
Online education costs more

Compared with the offline cost is low.

The cost is not very high

Online education costs more

The cost is not very high

Are you willing to use the online education platform for a long time?
Table 4.3Time to use online education

Interviewee

viewpoint

Intervieweel
Interviewee2

Interviewee3

Interviewee4
Intervieweeb

Interviewee6
Interviewee?7

Interviewee8

Interviewee9

Intervieweel0
Intervieweell
Intervieweel?2
Intervieweel3
Intervieweel4
Intervieweel5

I'm used to using electronic products for a long time

Reluctant to overuse. Excessive use can cause eye damage and eye

strain

Reluctant to overuse. Excessive use can cause eye damage and eye

strain
I'm used to using electronic products for a long time

I don't want to use it for a long time. Overuse can cause vision damage and

eye fatigue.
I don't want to use it for a long time.

Willing to use, the Internet has been integrated into life, and the way

of learning should be changed

Yes. Willing to use, the Internet has become an essential part of life.

Not willing to use it for a long time.
Not willing to use it for a long time.
Willing to use for a long time

Not willing to use it for a long time.
Not willing to use it for a long time.

Willing to use, the Internet has become an essential part of life.

Willing to use for a long time

Copyright © 2021 by the 2st International Conference on Management, Innovation, Economics and Social Sciences.

134



What do you think is the difference between the content of online education and offline
education?
Table4.4The difference between traditional education and online education

Interviewee

viewpoint

Intervieweel

Interviewee2

Interviewee3

Interviewee4

Intervieweeb

Interviewee6

Interviewee7
Interviewee8
Interviewee9
IntervieweelO
Intervieweell
Intervieweel?2
Intervieweel3
Intervieweel4
Intervieweel5

Online education refers to the practice of learning based on the
Internet. In contrast, traditional offline education takes a fixed place
and space to more directly communicate with teachers and students in
the actual teaching activities

Compared with traditional education, the teaching form of online
education gives me more initiative and requires me to supervise my
study

In my opinion, traditional education has a stronger ability to supervise
teachers, while online education weakens teachers' ability in this
regard

The interaction of offline education is sufficient, and teachers can
better supervise the completion of their studies

The way of acquiring knowledge in online education is mainly concentrated
on the Internet, while traditional education still relies more on books.

The way of learning is convenient, and the curriculum transcends the
limitations of time and space.

The interaction online is worse than offline.

In terms of teaching resources, online education is more variable

The offline interaction is better, but basically the same.

Two education modes have different prices

Different teaching modes

The offline interaction is better

Online education is more targeted and relaxed.

Online education makes it easier to access learning resources

Online education is more targeted and relaxed.

What do you think are the main problems in the current online education industry?
Table4.5Major problems with online education

Interviewee

viewpoint

Intervieweel

Interviewee2

Interviewee3

Interviewee4
Intervieweeb5

Interviewee6

Interviewee7

Interviewee8

Interviewee9
Intervieweel0

The quality of teaching content in online education is not guaranteed,
and in many cases, the teachers are not responsible enough

Many online education platforms charge unreasonable and excessive
fees

Without uniform industry standards, teaching content, cannot be
guaranteed

The service of online education platform still needs to be optimized
Lack of practical interaction. There is no good cooperation between online
education and offline education.

When teachers live broadcast, the student attendance rate cannot be
guaranteed, and the teaching quality cannot be guaranteed.

Lack of practical interaction, there is no good cooperation between
online education and offline education

The education platform still needs to be optimized. If there are too
many users, there will be all kinds of problems

Enhance customer trust

False publicity
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Interviewee

viewpoint

Intervieweell
Intervieweel?2
Intervieweel3
Intervieweel4

Intervieweelb

Need a good network environment

Poor teaching quality.

Lack of industry discipline

The quality of education is poor and the teachers are not professional
enough

Lack of industry discipline

What do you think is the Innovation of online education now?
Table4.6 Innovation of online education

Interviewee

viewpoint

Intervieweel

Interviewee2

Interviewee3

Interviewee4

Intervieweeb5

Interviewee6
Interviewee7

Interviewee8

Interviewee9

IntervieweelO
Intervieweell
Intervieweel?2
Intervieweel3

Intervieweel4
Intervieweel5

Guide us to learn more independently and break through the
limitations of time and space.

For the form of the course, as well as teaching methods, have caused
significant changes

Use the network to share the same educational resources and use the
cloud platform to cross the boundaries of the original social
organizations to carry out the same activities

More and more people can complete their studies through online
education platforms, especially those who are studying after work and
vocational education, which strengthens social interaction

Both teaching management and curriculum form have changed.

We can make more people enjoy online education by sharing.
Improve the quality of curriculum content, increase the review of
curriculum content, especially for teachers' ability, many teachers'
conducive to the better use of educational resources so that students in
remote areas can also enjoy high-quality educational resources.

It is not limited by time and space

Transform the offline single course into a diversified course system
Different teaching modes

Teaching mode

Traditional education is teacher-oriented, while online education is
student-oriented.

It is not limited by time and space.

Diversity of educational resources

What do you think should be improved about the current online education?
Table4.7 Improving online education

Interviewee viewpoint

Intervieweel Improve the quality of course content, enhance the interest, increase
the examination of course content and teachers' qualifications

Interviewee?2 To improve the quality of course content, increase interest, increase
the examination of course content and teachers' qualifications

Interviewee3 Improve the quality of course content and enhance interaction

Interviewee4

Intervieweeb

Enhance the interactivity of the webcast and optimize the product
details
Provide more rich course content, let us have more choices
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Interviewee

viewpoint

Interviewee6

Interviewee7

Interviewee8

Interviewee9
Intervieweel0

Intervieweell
Intervieweel?2
Intervieweel3
Intervieweel4
Intervieweel5

It is necessary to strengthen the intellectual property rights of
educational content and improve the quality of educational content of
independent Innovation.

Improve the quality of curriculum content, increase the review of
curriculum content, especially for teachers' ability, many teachers'
professional skills do not pass.

Need to optimize and improve online education products and
functions.

Improve the interactivity and increase the enthusiasm of students
Improve the quality of the curriculum and the professional level of the
teachers

Improve the quality of the course

Improve the quality of the course

Improve the quality of the course

Avoid eye fatigue after studying for a long time

Improve the quality of the course

What do you think is the key to the future development of online education?
Table4.8 Future development

Interviewee viewpoint

Intervieweel It is necessary to improve the quality of teaching courses and give us
a better teaching experience.

Interviewee?2 Enhance the interaction between teachers and students. My autonomy
is not so good.

Interviewee3 Improve the quality of course content and enhance interaction

Interviewee4

Intervieweeb
Interviewee6

Interviewee7
Interviewee8

Interviewee9
Intervieweel0

Intervieweell
Intervieweel?2
Intervieweel3
Intervieweel4
Intervieweel5

Enhance the interaction between teachers and students. My autonomy
IS not so good.

The service of online education platforms still needs to be optimized.

Let's rely on the progress of science and technology to exert more
influence on online education through the development of science and
technology.

Ensure the quality of the content of the course.

There is a need for more industry norms to adapt to the current
development

Online and offline education are integrated

Through legislation to regulate the development of the education
industry

Improve the quality of the course

Appropriately meet customer needs

Adhesiveness

Enhanced interactivity

Enhanced interactivity

According to the above interview content, we can summarize the content a little. First
of all, we must affirm the effect of network teaching. Due to the outbreak, online learning is
much closer to delivering face-to-face courses directly online. While some programs have
specifically added interactive links, most may not have time to adjust course organization to
the online model. Before starting online courses, students have low expectations and lack
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confidence in online learning. However, from the end of the feedback course, the overall
satisfaction of students was very high, with the vast majority of students believing that the
impact of online teaching was more significant than or equal to face-to-face instruction, and
almost all students considering that the result of online education was higher than or similar to
the expected. The outbreak has also forced teachers to take their first steps towards "live
streaming.” Some teachers have abandoned the "stereotype" of online teaching and
accumulated some experience in online education through practice. In future teaching, we can
consider adding appropriate online and offline mixed teaching methods.

Secondly, the golden content of the course itself is the key to ensure the quality of
network teaching. Curriculum design itself is still the core element of teaching quality. "The
organization of course content,” "the provision of course materials,” and "the presentation of
course content” are all considered to be positive factors in promoting online teaching. In-
network teaching, students, are easily affected by various factors and put forward higher
requirements for course design, so according to the characteristics of network teaching to
further improve the content and organization of the course is still the key to improving the
quality of education. Network teaching has put forward higher requirements to teachers, and
more efforts are needed to achieve the same or even better teaching effect as face-to-face
teaching.

Third, the class size of the network classroom should not be too large. More interaction
time, longer time is not necessarily better. In addition, attention should be paid to peer
interaction outside class. The class size of online teaching should not be too large, and the
rotation speed should not be too fast or too slow to ensure that students can feel the attention
of teachers and other students, enhance the meaning and participation of the presence, and
promote the communication and interaction in class. Synchronous teaching needs to be
designed according to course content, course type, and characteristics of student groups. More
important than the duration and frequency of the interaction is the manner of the interaction.
There is little interaction between students in synchronous online teaching, especially the
informal communication after class can only be carried out through carriers such as the WeChat
group. The lack of direct face-to-face communication limits peers' effect, which is the most
important factor hindering the effectiveness of online teaching.

Fourthly, the technical support of network teaching is helpful to improve the quality of
education. The support of technology platforms and network environments is vital in
synchronous instruction. A well-operated, user-friendly, and stable technology environment is
crucial in improving student learning experience and satisfaction. Because the students
participating in this teaching are on-the-job students, the network support degree is high. Still,
in the large-scale adoption of the online teaching method, it is necessary to fully consider the
students' environment's limitations and appropriate use of an asynchronous and asynchronous
combination of methods. In addition, setting up course playback can help students deepen their
understanding and make up for the adverse effects brought by the slow speed of online
teaching, easy interference in the learning environment, and lack of concentration.

Fifthly, the evaluation of the teaching effect is very complicated. Combining subjective
evaluation with the analysis of students' learning behavior can reflect the "problems™ in
teaching more comprehensively and honestly. In the past face-to-face teaching courses,
students' teaching evaluation after the end of the period is often used to evaluate teachers'
teaching quality. However, we can find consistency and complementary by analyzing students'
online learning behavior and learning satisfaction. The students’ overall evaluation of the
course is mostly the general subjective feeling related to the teacher's teaching design, teaching
content, teaching attitude, etc. It is also closely associated with students' own learning goals,
curriculum expectations, learning autonomy and self-discipline, learning habits, and other
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factors. The students with the highest subjective ratings were not necessarily those who were
more motivated and disciplined. These students may have lower satisfaction levels because
they have higher expectations for the course and the teacher. Therefore, to fully reflect the
teaching effect and learning effect, it can be considered to combine subjective evaluation with
objective learning behavior data.

4.2.2Quantitative Data
Table4.9 Satisfaction Questionnaire statistics

Statistics
Intera
ction Ask
betwe for Ease
Intera en help Teach Use Quali of
ction teach when ers' of ty of operat
Servi betwe ers you profe softw teachi ion

occu ce Teach en and have ssion are ng and
pati attitu ing stude stude probl al  functi cours accura

on de. effect nts nts ems level. on. e. cy
N Val 36 36 36 36 36 36 36 36 36 36
id
Mi 0 0 0 0 0 0 0 0 0 0
ssi
ng
Mean 381 331 250 253 467 369 397 342 475
Std. 1431 1.600 1.577 1.404 .632 1.369 1.276 1.481 554
Deviati
on
Range 4 4 4 4 2 4 4 4 2

In this paper, data were collected from 36 people in the form of a questionnaire survey.
Ten specific questions were put forward for online education, and the satisfaction of online
education was investigated.

Table4.10 occupation

occupation
Cumulative
Frequency Percent Valid Percent Percent
Valid social person 7 194 194 19.4
student 29 80.6 80.6 100.0
Total 36 100.0 100.0

There are 36 participants in this questionnaire survey, including seven social persons
and 29 students.
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Table 4.11 Service attitude
Service attitude.

Cumulative
Frequency Percent Valid Percent Percent
Valid Very Dissatisfied 5 13.9 13.9 13.9
Neutral 10 27.8 27.8 41.7
Satisfied 3 8.3 8.3 50.0
Very Satisfied 18 50.0 50.0 100.0

Total 36 100.0 100.0

We can see from the above table that more than half of the people are satisfied with the
service, and the overall satisfaction rate is relatively high.

Table 4.12 Teaching effect
Teaching effect

Valid Cumulative
Frequency Percent Percent Percent

Valid Very 8 22.2 22.2 22.2

Dissatisfied

Dissatisfied 3 8.3 8.3 30.6

Neutral 9 25.0 25.0 55.6

Satisfied 2 5.6 5.6 61.1

Very Satisfied 14 38.9 38.9 100.0

Total 36 100.0 100.0

In terms of educational effect, the dissatisfied group was higher than the satisfied group,
and the teaching effect needed to be improved
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Table 4.13 Interaction between students
Interaction between students

Frequenc Valid Cumulative
y Percent Percent Percent
Valid Very 16 444 444 444
Dissatisfied
Dissatisfied 3 8.3 8.3 52.8
Neutral 6 16.7 16.7 69.4
Satisfied 5 13.9 13.9 83.3
Very Satisfied 6 16.7 16.7 100.0
Total 36  100.0 100.0

The degree of satisfaction in interaction is insufficient

Table 4.14 Interaction between teachers and students
Interaction between teachers and students

Frequenc Valid Cumulative
y Percent ~ Percent Percent
Valid Very 11 30.6 30.6 30.6
Dissatisfied
Dissatisfied 9 25.0 25.0 55.6
Neutral 7 194 194 75.0
Satisfied 4 11.1 11.1 86.1
Very Satisfied 5 13.9 13.9 100.0
Total 36  100.0 100.0

The degree of satisfaction in interaction is insufficient
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Table 4.15 Ask for help when you have problems
Ask for help when you have problems

Valid Cumulative
Frequency Percent Percent Percent
Valid Neutral 3 8.3 8.3 8.3
Satisfied 6 16.7 16.7 25.0
Very 27 75.0 75.0 100.0
Satisfied
Total 36 100.0 100.0

As for the timely answers to the questions, the overall satisfaction is relatively high,
and there is no unsatisfactory situation.

Table 4.16 Teachers' professional level
Teachers' professional level.

Frequenc Valid Cumulative
y Percent Percent Percent

Valid Very 3 8.3 8.3 8.3

Dissatisfied

Dissatisfied 4 111 111 19.4

Neutral 10 27.8 27.8 47.2

Satisfied 3 8.3 8.3 55.6

Very Satisfied 16 44.4 44.4 100.0

Total 36 100.0 100.0

As for the professional level of teachers, the whole is relatively satisfied, and there are
some deficiencies.
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Table 4.17 Use of software function
Use of software function.

Valid Cumulative
Frequency Percent Percent Percent

Valid Very 3 8.3 8.3 8.3

Dissatisfied

Dissatisfied 1 2.8 2.8 111

Neutral 8 22.2 22.2 33.3

Satisfied 6 16.7 16.7 50.0

Very Satisfied 18 50.0 50.0 100.0

Total 36 100.0 100.0

Most people are satisfied with the use of software functions

Table 4.18 Quality of teaching course
Quality of teaching course.

Valid Cumulative
Frequency Percent Percent Percent

Valid Very 6 16.7 16.7 16.7

Dissatisfied

Dissatisfied 3 8.3 8.3 25.0

Neutral 10 27.8 27.8 52.8

Satisfied 4 11.1 111 63.9

Very Satisfied 13 36.1 36.1 100.0

Total 36 100.0 100.0

In terms of Teaching course quality., the dissatisfied group was higher than the satisfied
group, and the teaching effect needed to be improved
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Table 4.19 Ease of operation and accuracy
Ease of operation and accuracy

Cumulative
Frequency Percent Valid Percent Percent
Valid Neutral 2 5.6 5.6 5.6
Satisfied 5 13.9 13.9 19.4
Very Satisfied 29 80.6 80.6 100.0

Total 36 100.0 100.0

Based on the above charts, we can see an apparent lack of satisfaction with the
interaction between students and teachers. At the same time, there is still room for improvement
in the quality of educational courses and the teaching effect.

4.2.3 SWOT Analysis

SWOT analysis is a kind of analysis based on the internal and external competitive
environment and competitive conditions, which list various main internal advantages,
disadvantages, and external opportunities and threats closely related to the research object and
list various factors through investigations. Match each other to analyze and draw a series of
corresponding conclusions, and the conclusions usually have a certain decision-making nature.
Using this method, we can conduct a comprehensive, systematic, and accurate study of the
situation in which the research object is located and formulate corresponding development
strategies, plans, and countermeasures based on the research results. Analyze the application
of a development in the online education industry through SWOT analysis, and the results are
as follows:

Analysis of Internal Strengths of Online Education

(1) Convenient learning method, the course transcends the limitation of time and space

Compared with traditional online education, online education transcends time and
space. The forms of live broadcast and video broadcast make students' learning time more
flexible and convenient, liberate students from the classroom, make learning more convenient,
and better adapt to the fast-paced lifestyle of modern people. At the same time, the network
platform is like an information resource system, which makes resources more systematic,
wealthy, and intelligent. Teachers and students can consult relevant materials anywhere and
anywhere according to their own needs, which meets the massive demand for education and
teaching resources.

(2) Differentiated education and user autonomy and selectivity

Classroom teaching and the traditional education system, online education
popularization, the broader the same courses, not only in the same class of the same age, a
similar degree of similar background, classmate, but extend to more comprehensive social
people, learners in this environment, seek common ground and put aside differences, learn from
each other, promote the differentiation development of education. Secondly, for the user itself,
it has substantial autonomy and selectivity. Through self-analysis, learners can choose learning
content suitable for their growth and improve their knowledge system. Learners of online
education vary significantly in age and level of knowledge because online education is aimed
at members of the whole society rather than a particular age group.

An object of online education has the characteristics of popularization, it with its
flexible teaching methods, for the people of different age, occupation, status, and region, to
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provide relatively equal participation in learning opportunities and conditions, this way can
make them across social, family, economy, time, space and various obstacles, unique learning
resources you need.

(3) Pay attention to the social interaction in the teaching process and learning activities

Online education in the "Internet +" social background makes the traditional teaching
mode restricted out of the school environment. Popularization and promotion, educators are
not only students in the school but also include people from all walks of life. Teaching and
learning activities development trend is closely related to society, and the research surface is
relatively large scope expansion.

(4) Break through the problem of timeliness of time process

The way of traditional education is simple and straightforward. In general, teachers
evaluate students' learning status. Teachers play an unshakable leading role in the whole
learning process, and traditional education centers on teachers.

The most critical impact of online education on education is the proposed "flipped
classroom™ education model, that is, readjusting the time in and out of the classroom and
transferring the decision of learning from teachers to students.

Teachers have more time to communicate with each student. Students independently
plan the content, pace, style, and way of learning after class; The role of the teacher is to use
different methods to meet the needs of the students and promote their personalized learning,
and finally let the students, through practice to obtain real education.

(5) It breaks through the adaptive problem in the process of education

In traditional education, the antiquated nature of knowledge is generally recognized as
an educational drawback. As soon as a college student comes out of school, 60%-70% of his
knowledge is not suitable for the development of society. He was trained out of the
"professional counterpart” talent, but he was transferred to the scene of seriousness after
entering the community. The main reason is that the curriculum structure is fixed and rigid,
and the teaching content cannot be updated in time. Although the students have solid theoretical
knowledge, their practical application ability is insufficient.

Compared with traditional education, online education cultivates a talent suitable for
the Internet era and sets about developing new skills with high innovation ability and
information ability. In practical education, online education based on computer technology
provides the means of modern education, broke through the traditional teaching of the
restrictions and constraints, expanding the area of information timeliness and knowledge
dissemination, increases the information and the types and methods of knowledge to the
development of students' creative thinking and innovation ability of provides the fertile soil.

With the flexibility of online education, high-quality resources are highly aggregated,
educational information is more transparent, and education quality is better matched. However,
offline education still has absolute advantages over online education and is not easy to
eliminate. In our view, the future of education, the affirmation will not is a kind of form that
can be completed, with the constant progress of the software and hardware foundation and
improvement of online education will be a development stage, covering teaching and use of
the number, will get a significant ascension. Still, he is no substitute for traditional offline
education; both must be joint fusion, promote each other to make progress and development.
2. Analysis of Internal Weaknesses of Online Education

(1) The integration of the Internet and education only exists on the surface

Online education does not have a transparent model. The research and analysis of online
platforms in the market can find that the current online education has not produced substantial
changes in the educational structure but only attaches the traditional classroom education to the
Internet platform. The content is still in a state of superficial combination and internal
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separation. Such an education model is a mere formality, which is not conducive to long-term
development. Therefore, in essence, China's online education is still in its primary stage, and
traditional education concepts still occupy the mainstream.

(2) The attendance rate of live broadcast students cannot be guaranteed, and the
teaching quality cannot be guaranteed

Lesson from the point of the teaching quality, live and recorded with the combination
of mode to study provides excellent convenience. Still, from the perspective of the utilization
of the education process, online learning relies mainly on the student's drive, namely own
initiative and determination to finish. It is difficult to guarantee in the form of live class
attendance, once the learners' learning initiative and enthusiasm, self-control is weaker, the
students' time and class time cannot be fully unified and cause accumulation that can't be late
course learning, resulting in teaching quality cannot be guaranteed.

(3) Lack of actual interaction and a sense of presence

The most significant characteristic of online education is in the client without any
mandatory, students can start or terminate the service at any time, for students is not strong
self-control and self-motivation, if there are no exciting courses, or if the interactive platform
is not robust, that will not be able to guarantee the students' study effect, for the need to have
the result of the arrangement of mandatory guidance industry is very adverse. However,
traditional offline education has robust interactivity and coercion, which can ensure the
learning effect of users. Students with weak learning self-control are usually inclined to choose
offline education. Therefore, the current challenge for online education is how to increase the
interaction between students and teachers and enhance users' dependence on the platform to
ensure the long-term sustainability of learning. Moreover, children in kindergarten and primary
school do not have the subjective initiative in learning. Children at this age are learning and,
more importantly, cultivating habits, characters, and values. These are things that online
education can't give children.

Although live teaching improves interactivity, it still fails to achieve the sense of
teaching reality brought by traditional offline education from long-term education.
3. Analysis of external Opportunities of online education

(1) The golden stage of online education

With the rapid development of the mobile network, online education is gradually
shifting to mobile devices. According to China Internet Data Center statistics, in 2020, online
education ushered in a large-scale outbreak of practice and growth due to the epidemic
situation, and both the market size and the user size showed a counter-trend growth. In 2020,
the number of online education users in China will reach 37.65 million, and the market size of
online education in China will reach 485.8 billion yuan in 2020. All these data show that the
rapid development of "mobile learning” provides a new opportunity for online education. They
complement each other and jointly promote each other's growth.

(2) Vigorous support from the "Internet +" strategy and policy

As "Internet +" has become a national key development strategy, all industries have
responded positively, accelerated the exchanges and integration of sectors, promoted the
optimization, reconstruction, and Innovation of initiatives, and formed a new "Internet +"
ecosystem. The construction of a complete industrial system has created a stable platform for
further developing online education to realize the multiple deepening development of online
education.
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4. Analysis of external Threats of online education

(1) Threat of infringement of course resources

Online education mainly adopts the teaching mode of the combination of live broadcast
and recording. On the mobile client, video purchasers can directly download the purchased
course videos, which provides opportunities for many competitors and criminals to spread
malicious information. The frequent occurrence of resource tort acts poses a threat to the
platform course resources and product safety.

(2) A mature online education model has not yet been formed

The research found that the current online education is usually equivalent to "education
+ Internet,” and China has not yet formed a systematic and mature online education model with
profound influence. In other words, according to the current development situation, the online
education mode under the "Internet +" new standard has not brought too many substantial
changes to China's education except for the changes in the form.

(3) The relevant policies of the country are not perfect, and there is no unified standard

Since the State Council raised the concept of "Internet +" to the national development
strategy in the Government Work Report in 2015, the market size of online education has been
further expanded, and the number of users has also significantly increased. According to
statistics, the market size of online education will maintain a super high growth rate of 30% in
the future. However, high growth trend for the market also brings a lot of pressure; although
the government introduced many policies to promote the development of online education, the
business model in the market and the sustainable development mode has not a clear standard,
some enterprises financing business model, some rely on user scale, which makes the healthy
development of online education by more significant challenges, for its further development
has brought greater uncertainty.

(4) The use conditions of the technology platform are relatively high, as well as health
problems

The high cost of using electronic devices and health concerns are also important factors
hindering the growth of online education. Although most students use mobile phones, it is not
hard to find that mobile phones are still minimal, the screen is small, long-term use is
particularly bad for eyesight, and mobile phones cannot operate too many complex functions.
It may be better to use computers for online learning, but the number of students using
computers is still limited.

CONCLUSION

Today, the educational innovation mode supported by Internet technology has gradually
entered the core field of education and has been given hope. In my opinion, China's distance
education should promote Innovation in the following aspects. First of all, the teaching model
should be innovated to encourage deep learning and intelligent learning. The teaching model
refers to a relatively stable teaching structure and procedure built on a specific theoretical basis
to achieve the corresponding teaching objectives (Li Kai, 2019). The changes of teaching
elements and their relations affect the teaching structure and then the choice of teaching mode.
Purpose, course (content), method, environment, teacher, student, and feedback (evaluation)
are the elements of teaching activities (Fang Peng, 2020). The teaching elements and their
relations have undergone profound changes in the network learning environment, evident in
the course background, teaching methods, and teacher-student concerns. As an element of
social form, the Internet constantly exports new content and creates new topics for society
(Tang Bo, 2020). Online education is not about learning a specific course but about joining a
learning group interested in a particular case and developing learners to change the mode of
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this topic through the group discussion on this topic and learning the group's contribution of
wisdom. Online education teaching mode will know designers, educators, learners, and
learning resources constitute an organic whole, not just focus on the shallow batch level of
knowledge learning, pay more attention to the knowledge transfer and knowledge creation,
make facing critical understanding, information integration, knowledge construction,
migration using and problem-solving "deep learning™ happened (party should, 2020). Based on
modern information technology, distance education in China should construct an intelligent
learning environment, design and develop an open teaching content system, adopt flexible and
diverse teaching methods and evaluation methods, strengthen the interaction between teachers
and learners and between learners, and construct a teaching mode under the context of digital
learning.

Secondly, we should innovate and develop online education services to enhance their
interaction and flexibility. Guiding Opinions of the State Council on Actively Promoting the
"Internet Plus™ Action (Guo Fa [2015] No. 40) proposes to “"promote the reform of higher
education service model." As the starting point and element of the digital reconstruction of the
education ecosystem, the Internet promotes the change of the features and their relations in the
education system, such as running schools, serving subjects, academic subjects, and
educational content, which internally guarantees the possibility of service mode innovation.
From the perspective of improving the ecological carrying capacity of the education ecosystem
and the internal requirements of openness and flexibility of education, distance education in
China is externally required to innovate the service mode to better cope with the challenges of
the new normal of economic and social development and the construction of a life-long
education system. China distance education should promote service mode innovation to realize
the following two aspects: one is along with the Internet connection, cross-border fusion gene
in penetration in the field of education, all of the formal education institutions, and informal
education institutions and the educational institutions have direct or indirect contact between,
in an extensive education ecological system in the network. Distance education in China should
break the mode of providing education services independently by a single school or institution,
integrate the existing education resources utilizing alliance and cooperation, and take the road
of collectivized public service with the support of relevant systems. It is a simple operation of
open sharing of resources and mutual recognition of credits. It is a reconstruction of the
ecological education system to change the curriculum, students, and teachers: the standard
curriculum, students, teachers, and recognized credits. Second, with the development of
information technology, knowledge sharing, and dissemination, a collaboration between users
is more convenient. From the perspective of knowledge production, presents the network
information technology in the realization of knowledge at the same time, through the user's
evaluation, share the organic organization of knowledge, to realize the deepening and
Innovation of understanding, resulting in new content, the role of users in the network is more
prominent and more oversized, has recognized from the browse information spread. One-way
accepted to contribute knowledge and scope: from the interactivity, Information technology
strengthens the collaboration among users, enabling learners in the network environment to
complete learning tasks and collaborate with various interactive tools. As a result, China
distance education mode based on Internet knowledge authority of deconstruction, the theories
of language and Unicom advocated learning situation, let the learners fully participate in the
process of teaching and learning, establish a mutual and grassroots service mode of the
grassroots, make a cut - into the knowledge of good and services can be in education of
ecological system.

The most important thing is to perfect the relevant system and build the national
education accreditation system with the qualification framework as the core. In the Internet era,
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China's distance education needs to promote the Innovation of service mode and teaching
mode, build a lifelong education system, and serve the new development of economic and
social standards. However, with the increase of the tension and internal relevance of China's
education reform and the rise in the complexity and systematization of the reform, it isn't easy
to promote the reform in a single aspect substantively. Educational Innovation can only be
carried out under the support of relevant supporting policies and systems. The development of
education should cooperate with the invention of teaching mode and service mode to give full
play to education in the new era. China's distance education should promote the reform and
improvement of the enrollment examination system, the teaching management system, the
student status management system, the quality assurance system, and the credit accumulation
and conversion system. Among many institutional explorations in constructing a lifelong
learning system and a talent growth system, learning achievement certification, expansion, and
transformation is a fundamental and guiding system (Wang Haidong, 2015). From international
and regional experience, Britain, Australia, South Africa, and China's Hong Kong more than
150 countries and regions have established or are a qualifications framework of countries or
areas, solve the grading, classification, registration, distribution, and other issues, establish
learning outcomes at various levels and of cohesion and communication mechanism, will be
the national of formal education and informal education into the framework. However, the
system construction of China's lifelong education system starts from constructing the internal
learning achievement certification system of each design, ignoring the more basic system
construction (Zhao Xiaofeng, 2020). The absence of the basic outline of the qualification
framework makes the system of learning achievement, accumulation, and conversion in China
lack the support of the primary system. As a result, relevant practical exploration in China can
only be limited to a specific region, a single field, or the system, which has become the biggest
institutional bottleneck for China to build a lifelong education system and a learning society.
Therefore, it is necessary to accelerate the formulation of the qualification framework system
in China.

The development of the Qualifications Framework is a government-led national
initiative, and it is a long-term process. Relevant legal systems and quality assurance systems
are also needed in the process of building the Qualifications Framework. Although Shanghai,
Fujian, Hebei, Taiyuan, Ningbo, and other regions in China have formulated regional life-long
education promotion regulations, the legislation work of life-long education at the national
level is relatively backward, which will affect the application and implementation process of
the qualification framework in China. It is necessary to accelerate the national legislation work
of life-long education. Mutual recognition of various educational experiences is guaranteed by
the primary system and needs mutual recognition of the quality of multiple types of instruction
(Li Kai, 2019). Education quality assurance system is a critical system design for implementing
learning achievement certification, accumulation, and conversion, but China has not yet
established a national-level education quality assurance system. The quality assurance system
ensures that the educational activities meet the standards internally and ensures that the
institutions can provide qualified educational services and obtain external recognition of
quality. Therefore, the national academic, administrative department should speed up the
construction of China's education quality assurance system, especially the formulation of
quality assurance standards, and according to the actual national conditions to establish our
country's quality assurance mechanism as soon as possible to establish and improve the quality
assurance system.

While we try to put forward the Suggestions for the development of Internet strategy
under the background of China distance education, but along with the advance of technology,
especially with the continuous development of the Internet, the Internet to promote education
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reform also has a different path selection, different education field, the types and different areas
only combining with the exploration and attempt to carry out all its own actively, Only in this
way can we explore the practice of education reform and development under the environment
of Internet of Things.
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ABSTRACT

From the long-term development of the insurance industry can understand that the
insurance network marketing in China has a larger development prospects in nearly a decade
of development, although sometimes the results are not very satisfactory, but the development
of insurance network marketing is still in the primary development stage.

In this paper, in the discussion of New China Life Insurance "health and worry-free"
series of products, for example, mainly on the characteristics of network marketing and the use
of business promotion model. By comparing the domestic and foreign specific situations of
insurance marketing, the article also introduces the theoretical framework of innovation
diffusion, and explores the inherent characteristics of network marketing. Through the
exploration of the characteristics of network marketing, Insurance marketing strategy, analysis
of New China Life insurance network marketing model analysis, comprehensively consider the
current impact of network marketing factors, to develop the corresponding overall marketing
strategy, and then New China Life insurance network marketing program design, through the
handheld New China Life APP, WeChat, Industry cooperation program design, New China
Life insurance from the business process to the system products to conduct a comprehensive
adjustment and new marketing program design. Through the implementation of the New China
Life insurance program to achieve functional program. Finally, from the online store, handheld
New China Life APP and WeChat public account data analysis.

In the study were aware of the different marketing methods have their advantages and
disadvantages, so in the course of the need for specific problems to solve, requires the use of
the process of driving the development of a comprehensive network marketing. The current
network marketing in the relevant rules and regulations and the law is not perfect, and thus
need to combine the current development of fresh elements, and network development of new
media or website channels complement each other, through various channels show that China
is currently not very seriously on the insurance industry, Therefore, the number of people who
adopt the website insurance is less, and the people who can have insurance consciousness
mainly focus on the middle-income and highly educated people in the city. The rural people
have little awareness of this, so in the long-term development, our country can participate in
insurance Is still very objective, in the case of rapid economic growth in China, the gradual
popularization of the Internet, civic awareness has gradually increased, showing the trend of
flattening the age and increase the development of insurance network marketing.

Keywords: New China Life insurance, Insurance marketing, Internet marketing, marketing
programs, program design.
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INTRODUCTION

In recent years, a series of e-commerce companies such as Taobao Shopping and JD
Shopping have developed rapidly, which has increased the scale of online shopping for citizens
and added many new channels for online shopping. The proportion of shopping consumption
has been increasing year by year, an increase of a quarter compared to 2016. It can be seen that
the number of online shopping users will continue to grow at a high speed in the next few years,
and the development of the Internet will become more diversified and gradually occupy an
important position. With the development of the Internet, all walks of life are merging with the
Internet. Among them, the insurance industry is relatively slow in the development of the
Internet, and there is a very broad prospect for development in the future. In recent years, as
the entire industry has entered the online development stage, insurance companies are also
undergoing continuous updates and integration, and online insurance marketing channels are
showing a trend of rapid development.

The rapid development of the Internet has laid a solid foundation for the insurance
industry to get involved in online sales. With the promising development prospects of policy
support, the improvement of people’s living standards and the increasing insurance awareness
of my country’s insurance industry, market competition is also intensifying, in order to reduce
operational management. The insurance industry needs to find a new breakthrough to solve a
series of practical problems, because of this, it needs a stable marketing platform, fast payment
method, simple and easy to understand. Insurance protection to solve these main contradictions.
Therefore, it provides a huge opportunity and motivation for the insurance industry of the
Internet marketing model, promotes the integration of the insurance industry and the Internet,
and ensures the rapid progress of the insurance industry.Therefore, this article conducts a
comprehensive analysis and research on New China Life Insurance Company through a
comprehensive analysis of network marketing phenomena, combined with insurance marketing
theories and methods, in order to provide a certain reference and reference f