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A Study on the Impact of Digitization on Service Consumption :
Based on the Perspective of Symbolic Consumption,
Experience, and Interactivity

LI Yong-jian" *

(1. National Academy of Economic Strategy, Chinese Academy of Social Sciences, Beijing 100006, China;
2. Applied Economics School, University of Chinese Academy of Social Sciences, Beijing 102488, China)

Summary: Consumption has become a significant driving force for economic growth in China. Digitization and servitization
are two unstoppable trends in the development of consumption.Due to the unique nature of service consumption, digitization
plays a crucial role in shaping its dynamics. This research aims to expand the theoretical mechanisms through which
digitization influences service consumption. This expansion is crucial for both theoretical explanations of the rise of service
consumption and future policymaking. From the consumer’s standpoint, digitization primarily propels the symbolization
of service consumption. While material consumption is easily transformed into symbols due to its material nature, the
intangibility, perishability, and simultaneity of service consumption make its symbolization challenging. Digitization
facilitates the process of symbolizing service consumption, thereby altering the value dimensions of service consumption
and profoundly influencing service consumption.

This paper introduces Baudrillard’s theory of symbolic consumption into the field of service consumption, proposing
that owing to digitization, service consumption becomes increasingly symbolic through display, storage (service process), and
flaunting. This leads to new service consumption patterns,such as social media-centric consumption (SMCC), providing a
fresh perspective on interpreting service consumption. In addition, service consumption is an experience process, and
digitization introduces new development possibilities for service experience. The digital space transcends the limitations of
physical laws, offering consumers more and better experiences.Digitization transforms personalized service experiences into
social experiences, enhancing the social function and value of service consumption. The integration of digital technology
with the service consumption process introduces immersive experiences,deepening and broadening service experiences.
Digitization propels the deepening of service experiences, giving rise to the digital experience economy and enhancing
consumer utility.

This paper makes several innovations. Firstly, it breaks through the limitations of existing research that predominantly
focuses on digitization and service consumption from the perspective of providers,and innovatively explores the impact of
digitization on service consumption from the consumer’s viewpoint,expanding the research perspective. Secondly,this paper
extends the theory of symbolic consumption from the domain of material consumption to the realm of service consumption. It
constructs a theoretical analysis framework for the symbolization of service consumption under digitization, providing an
in-depth analysis of the symbolization process. Thirdly,it conducts a comprehensive study integrating experience economy,
service consumption, digitization, and interactivity, thereby expanding the research field and scope of the experience
economy.

Key words: service consumption; digitization; symbolic consumption; experience economy
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