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Abstract

In theory, high-contact products, like female lingerie, should be tried on to ensure
a good fit. This paper looks at how the online market has managed to become
increasingly mature even though online platforms do not offer the opportunity to try-
on merchandise in advance, and at the procedures and strategies adopted by merchants.
The author attempted to approach the question from three perspectives, namely, the
rationalization of the consumption format, virtual experience and trust. The
consumption process of the consumer was also observed and analyzed. The first finding
was that since consumers are unable to try the lingerie on, the merchants added more
visual effects to their website content, including links to multimedia videos and clicking
with the mouse for a magnified view. The increase in interactivity compensated for the
lack of tactile sensation and enhanced the virtual experience. The second finding was
that the personal nature of female lingerie led to 8 out of 10 merchants operating their
own closed groups or rating systems where previous customers can share their own
fitting experiences. Other consumers are thus provided with indirect experiences to
refer to, establishing the consumers’ trust in the merchants. The third finding, which
was based on the results of interviews, showed that the entire design of the online
shopping system — including transparency of pricing, as well as sorting by price, rating
or popularity — improved calculation, efficiency and predictability for consumers,
which helped accelerate the rationalization of the consumption format.

Two interesting phenomena were also noted in the merchant strategies and from
actual consumer interviews. Firstly, there was an interaction effect between the return

mechanism and pricing. That is, if pricing was in the low-end segment, then in addition
FUiF
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to not requiring a physical store, the lack of a return mechanism did not have an impact
on the willingness to buy. If pricing was in the mid-to-high segment however, a physical
store and return mechanism were necessary to increase the willingness to buy among
consumers. Secondly, most consumers indicated that they purchased high-contact
products online as it was cheaper. However, further investigation found that the cheaper
price was the reason only on the surface, the real reason was a lack of substantial

information.

Keywords: High-contact products, Formal rationality, Rationalization, Virtual

experience, Trust, Online shopping
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