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Abstract 
With the current development of Internet life, new industrial models have emerged. The 
live streaming business model is very popular and facing opportunities and challenges, 
but in the early stage of the industry development, the live streaming platform and the 
insufficient management mechanism of the administrative supervision department 
caused various problems in the industry, such as uneven quality and ineffective 
consumer rights. protect. This article combines the various problems of the live 
streaming delivery model and the dilemma of consumer rights protection to analyze the 
current law's inadaptability to the live streaming delivery industry and propose 
solutions. 
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1. Statement of Problem 

As a new model of e-commerce, the business model of bringing goods through webcast is 
currently very popular. With the rapid expansion of the online live streaming business model 
and the superimposed impact of the epidemic, the live streaming industry has also encountered 
some problems. There is no academically unified explanation about live streaming, but based 
on common knowledge, there is no academic controversy. It is generally believed that live 
delivery of goods refers to the services that have emerged in recent years through the real-time 
interaction of data and data between Internet platforms to carry out online display, 
consultation, Q&A, purchase, and sales of goods. At present, live delivery of goods can be 
divided into three modes: First, the online store owner, as a seller, e-commerce platform 
operator, advertiser, etc., performs real-time demonstrations of the products in the store to 
which he belongs, and answers inquiries to enter the live broadcast room. Audiences to 
promote products; second, store operators hire employees to conduct online shopping guides; 
third, through the so-called “net celebrities” and the fan effect of traffic stars, they conduct 
online shopping guides for employer’s brands and charge fees similar to“ Commissions for 
"endorsement fee" and "advertising fee". The traditional offline sales model is currently the 
main part of the marketing field, and product sales are carried out in physical stores. Consumers 
can have direct feelings about the appearance, color, quality and other factors of the product. 
During this period, if they have any questions, they can directly ask the shopping guide. Offline 
sales are generally carried out on platforms. Commercial streets, underground shopping malls, 
foreign trade malls, wholesale markets, furniture stores, auto parts stores, and hardware stores 
are all common offline sales platforms, despite the rapid development of online platforms. The 
platform still has unique advantages and has a place in the entire market. 
It is said that live delivery of goods is a deformation of online sales. There are certain differences 
between the two, which are mainly manifested in transaction efficiency, information matching, 
and operating costs. The online sales model is what we commonly call the traditional e-
commerce model, and the operating costs of enterprises are relatively high. This cost does not 



Volume 2 Issue 12, 2021 

DOI: 10.6981/FEM.202112_2(12).0042 

326 

Frontiers in Economics and Management 

ISSN: 2692-7608 

refer to the cost of purchasing labor and other costs, but refers to the high cost of consumers 
making a decision between buying and not buying. In the traditional online sales model, the 
products sold by sellers and other sellers are also selling the same products. There are 
similarities and competition between products and products, so how can consumers choose 
your products among many of the same products? It is a problem to be solved. The live delivery 
of goods is a more efficient improvement to the online sales model, in which the core of it is 
people rather than goods. Through the accumulation of fans in daily and live broadcast rooms, 
the anchor can quickly establish trust with consumers during the live broadcast process, which 
is also the core element of the live broadcast process. During the live broadcast process, there 
are certain differences in the introduction of the same product by different people, which will 
cause consumers to like the anchor in the live broadcast room and pay attention to it. The trust 
of the anchor reduces the cost of consumer decision-making under the ordinary e-commerce 
model. 
The sudden epidemic in early 2020 has changed people's living habits. According to my 
country's guidance, various provinces, cities, and regions have adopted some measures and 
methods to deal with the epidemic to protect the various living needs of residents. Among them, 
the offline retail industry has been strongly affected, bringing more advantages to the online 
retail industry. According to data from iiMedia Data Center, the total amount of live e-commerce 
industry in 2020 will double. During the epidemic, the live delivery mode has brought unlimited 
possibilities and new opportunities to merchants and various enterprises. This mode has its 
unique advantages. During the epidemic period, offline stores in most regions faced the 
problem of closing business. Therefore, more consumers chose online shopping models to 
make up for the lack of offline shopping models. The comprehensive display and use of products 
in the live delivery mode also allows consumers to have a clearer and comprehensive 
understanding of the products and compensates for the “seeing is believing” shopping needs of 
middle-aged and elderly people who do not often shop online. The business industry is 
developing strongly, and the acceptance and recognition of consumers has gradually increased 
due to the increase in the number of consumers. 
Although the live delivery mode during the epidemic has brought various opportunities to 
businesses, there are always two sides to an emerging thing, and there are various hidden 
dangers and new legal problems. Goods and services have this hidden danger. Live delivery of 
goods allows the anchor to cooperate with multiple shop owners to promote different types of 
goods, which leads to inadequate review of the quality of the goods and other content in the 
early stage, and even some anchor teams get more content. Earnings, the quality of products 
with defects and hidden dangers is also publicly guaranteed, which makes the quality of 
products sold online vary. Exaggerate facts and false propaganda. The rise of live streaming has 
brought about a new round of commercial competition. When live broadcast platform anchors 
introduce products, they usually describe the products. At this time, other products will be 
maliciously given poor evaluation to highlight. The advantages of the products promoted by the 
anchors, and many exaggerated facts and false propaganda appeared in the process, which 
disrupted the market order. There are mainly the following four aspects: 
First of all, the live broadcast platform mainly involves the three main bodies of the anchor, the 
merchant or the platform operator, and the consumer, and the delivery mode of this is divided 
into independent delivery and entrusted delivery. According to Article 9 of the "Electronic 
Commerce Law", self-carrying goods means that the anchor is the operator or seller of the 
goods. According to the relevant provisions of Article 2 of the Advertising Law, entrusting the 
delivery of goods means that the merchant or platform will pay the anchor to the anchor to 
promote the goods, so as to obtain sales and revenue, or the anchor becomes the spokesperson 
of the commodity to charge a replacement fee. According to the relevant provisions of the 
"Advertising Law", the behavior of merchants publishing and displaying product information 
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through the Internet can be defined as advertising behavior, which should abide by the 
provisions of the "Advertising Law". Comply with the provisions of the Consumer Rights 
Protection Law. 
Secondly, in the self-carrying model, the anchor is both an operator and a seller, and through 
his own image as an advertisement, he should bear the corresponding advertising and sales 
responsibilities in the live broadcast event. In this situation, a sales contract relationship is 
formed between the merchant and the consumer. Under the entrusted delivery model, many 
consumers do not understand the main responsibility of this emerging model. They often 
regard the host as the operator, but in fact it is not. If the host is only the employee of the 
merchant, then the relationship between the two is just a labor relationship. The act of 
promoting in the live broadcast room should be regarded as a contractual relationship between 
the consumer and the merchant. If a merchant entrusts others to sell its own products live, the 
relationship between the merchant and the anchor is entrusted, and the two parties agree on 
their respective legal responsibilities in accordance with the contract. 
Thirdly, the anchor should be liable for compensation for losses caused to consumers in the 
mode of self-carrying goods. Criminal liability will also arise if fraudulent students are involved. 
If it is under the entrusted delivery mode, the anchor as the spokesperson infringes on the 
rights of consumers, it should be jointly and severally liable with the advertising entrusted 
Wang Cheng. E-commerce platforms should supervise network operators and provide 
consumers with due assistance. If the e-commerce platform is passive or even active in terms 
of supervision and protection of consumers’ rights and interests, it should be Merchants of 
consumer rights shall bear joint and several liability. 
Fourth, the right to repent is to ensure the autonomy of consumers and to maintain equality 
between consumers and operators. Although the law stipulates the rules of equality between 
consumer operators, with the development of society, a series of problems such as the 
confrontation between producers, sellers and consumers have emerged. Therefore, consumers 
need to be given special protection and the right to repent. It’s not a new thing or nothing to be 
found. Article 8 of the right to know in the "Consumer Rights Protection Law" has a certain 
connection with the right of remorse, stipulating that consumers have the right to know the 
true situation of the goods and can request the merchants to provide the goods. Or the real 
situation of the service. Article 10 stipulates that consumers have the right to fair transactions, 
and consumers have the right to obtain a series of guarantees when purchasing and accepting 
goods, and they have the right to refuse compulsory transactions. The so-called "three 
guarantees" service of commodities also contains the content of the right to repent. For example, 
Article 44 of the Law on the Protection of Consumer Rights and Interests stipulates that 
business operators should promptly remedy losses caused to consumers due to goods or 
services and assume corresponding responsibilities. Article 45 stipulates that the business 
operator shall be responsible for the "three guarantees" products agreed by consumers, and 
the business operator shall be responsible if there is a situation within the three guarantees. 
The "Three Guarantees" regulations are rights granted to consumers. Although this kind of 
regulation has relevant qualifications, it implies that consumers unilaterally regret it under 
special circumstances. Article 25 of the "Regulations on Direct Selling Administration" 
promulgated by the State Council has stipulated the right of remorse and improved the 
exchange and return system. 

2. Analysis of the Dilemma of Consumer Rights Protection under the Mode 
of Live Streaming 

In February 2021, Ms. Cao watched the live broadcast of the host selling goods. The host 
promoted the "big sale at a loss, limited time purchase" and showed the identification certificate 
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of the gold pendants sold. Ms. Cao was particularly excited. At that time, she placed an order for 
a pendant from the live studio. After receiving the goods, Ms. Cao knew that the goods she 
received were fake when she looked at the pendant, so she filed an online complaint. Ms. Cao 
communicated with the customer service of the live broadcast platform. The customer service 
asked Ms. Cao to take photos and upload them. After the photos were uploaded, the customer 
service used various reasons to prevaricate Ms. Cao and always emphasized that the products 
are guaranteed by certificates. Ms. Cao didn't believe what they said, so she kept communicating 
with customer service. After many communications, the customer service stopped replying to 
Ms. Cao's message and warned Ms. Cao that it was an act of extortion. There is really no way for 
Ms. Cao to comfort herself and say, "It's not worth being angry for this 100 yuan." From this we 
can "see the clearance sale, every product is 1 fold off" is a cliché in the live broadcast industry.  
Mr. Huang from Beijing also suffered the same experience. During watching the live broadcast, 
he was attracted by the price of household items in the live broadcast room. After many 
comparisons, he found that the price in the live broadcast room was very favorable, thinking 
that he had found a cheap price. Order. Very angry after receiving the goods. Mr. Huang said 
that the household items received had no trademarks, no manufacturers, and the quality was 
not as good as those viewed in the live broadcast room, so he looked for the customer service 
theory in the live broadcast room, and the customer service in the live broadcast room just used 
various reasons to prevaricate pornography Sir, and said that he would rectify his response to 
Mr. Huang’s problem, and then there was no more to say. In the end, Mr. Huang could only 
return the goods out of his pocket, and Mr. Huang got the same goods in the live broadcast room. 
After he evaluated the quality of the goods sold in the live broadcast room, he was kicked out 
of the live broadcast room by the anchor. 
In the above case, due to the vague provisions of the Consumer Rights Protection Law on the 
right to regret, it is difficult to apply to the live streaming mode. The so-called right to regret 
refers to the 7-day unreasonable return, false one-time compensation, trial, etc., which are often 
seen in online shopping. The Consumer Rights Protection Law stipulates that the goods shall be 
returned within 7 days from the date of receipt, but in actual commercial activities, express 
delivery. The competition in the industry is fierce. In order to deliver the goods purchased by 
consumers as soon as possible, major express companies have adopted methods similar to 
collection and delayed receipt. The starting point of the date is not clear, which is easy to 
misunderstand. Products purchased on live broadcast platforms require consumers to fill in 
personal information, and overseas purchases even need to fill in ID numbers. Some 
unscrupulous merchants sell this information for profit, causing a certain amount of distress to 
consumers and seriously disrupting consumers' daily lives. The Consumer Rights Protection 
Law has certain regulations on consumers' privacy and personal information, but there are no 
detailed regulations in this regard to prevent businesses from arbitrarily collecting and using 
consumer personal information. It is manifested in the following aspects: 
First, after-sales rights protection is difficult. In the live broadcast room, the anchors often use 
7 days of unreasonable return, false one pays ten, etc., to attract consumers to consume, and 
consumers often have various problems after receiving the goods, such as the received goods 
and the displayed goods Different, the quality is so poor that consumers often choose after-
sales service, and the after-sales service is not perfect among businesses, so that it is difficult 
for consumers to protect their rights after sales. 
Second, the division of legal responsibilities is unclear. The live broadcast platform often has 
multiple subjects, among which the distribution of responsibilities is a difficult point. The 
Consumer Rights Protection Law is vague on the legal status of the anchor, and there is no 
specific stipulation on the responsibilities that the platform should bear as a party subject only 
through past experience. The main status and legal responsibilities of anchors, platforms, and 
shops are similarly qualitative with reference to previous cases. Insufficient supervision of live 
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broadcast platforms. In the final analysis, the reason why unscrupulous merchants can exist lies 
in the supervision of live broadcast platforms. On the one hand, black-hearted merchants give 
the live broadcast platform more money to "gave way" for them in order to earn profits. The 
entry standards are low and the supervision is loose. 
Third, the current consumption law is difficult to apply. Although my country has a relatively 
complete "Consumer Rights Protection Law" to regulate bad behaviors in the market, live 
streaming delivery as an emerging industry has not made more detailed adjustments and 
regulations on various rights protection issues during the live streaming delivery period. In the 
live broadcast platform, some anchors sell goods that are not physical, but some virtual goods 
and services are sold together with goods. What are the products and services specified in the 
Consumer Agreement Protection Act? There is no specific definition in the law. And which 
goods and services should be included in the adjustment scope of consumer agreement 
protection is a question. 
Fourth, the data in the live broadcast room is falsified. In the live broadcast platform, some 
shops or anchors mislead consumers through barrage and screen scrolling, thereby enticing 
consumers to purchase goods. Some stores even use this behavior as bonus for the anchor to 
encourage the anchor to make misleading behavior, which violates the relevant provisions of 
the Anti-Unfair Competition Law. With the rise of live streaming and other modes, there have 
been many online billing behaviors. Online billing refers to merchants who pay to hire a large 
number of people to pretend to be consumers, and use certain shopping methods to increase 
their sales and praise rate. In order to attract more consumers to purchase their products. From 
the perspective of the "Consumer Rights Protection Law", it is very legitimate to regulate the 
behavior of online order brushing, but there are no relevant regulations on the specific content, 
and the punishment is relatively low. Penalties are only limited to fines and revocation of 
business licenses. Such penalties cannot cause a blow to the operators, and treat the symptoms 
rather than the root cause. 
Fifth, it infringes on consumers' right to privacy and independent choice. Consumers 
purchasing goods on the live broadcast platform need to fill in the name of the consignee, 
mobile phone number, and delivery address. After the merchant knows this information, it will 
send promotional text messages to the consumer in the follow-up. What's more, the merchant 
will integrate the consumer's personal information obtained to make a profit, leaking the 
consumer's privacy, and what is more serious is that this information is illegally obtained. 
Molecules use cyber violence, human flesh searches, etc. Such behavior by merchants infringes 
on the rights and interests of consumers, and some merchants will talk about bundling of 
products, and consumers' right to choose independently is infringed. 
Sixth, although the "Consumer Rights Protection Law" provides for a punitive damages system, 
there is great resistance in the process of implementing the regulations. The purpose of the 
regulations is to serve as a warning to businesses and encourage consumers to actively defend 
their rights. Regarding fraud, Article 49 of the Consumer Rights Protection Law stipulates that 
when operators have fraudulent acts, punitive damages shall be applied. However, whether 
some of the operators’ acts are fraudulent acts, my country has not made detailed regulations. 
In terms of proof, our country adheres to the principle of who advocates and proves. Consumers 
must prove fraudulent behaviors in order to apply punitive damages. This is very difficult for 
consumers. Although the "Consumer Rights Protection Law" stipulates a compensation system 
in Article 49, this system is too single and it is difficult to balance the fault of the operator with 
the loss of the consumer. It can neither compensate the consumer nor give the operator 
sufficient punishment.  
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3. Improving the Countermeasures for Consumer Rights Protection under 
the Mode of Live Streaming 

In 2013, the Standing Committee of the National People's Congress revised the Consumer 
Rights Protection Law, which was implemented on March 15 of the following year. This related 
clause clarified the protection of consumer rights in all aspects. This legislation confirms that 
the rights and interests of consumers are of great significance for warning operators to protect 
consumer rights, maintain my country’s economic order, and promote economic development. 
Despite this, the law is lagging behind. We cannot impose existing laws on emerging industries. 
Rapid adaptation requires a transitional stage. 

3.1. Proposals to Amend the "Consumer Rights Protection Law" 
The inhalation of the consumer’s right to regret into the consumer rights protection law will 
increase the protection of consumers. This will also cause a series of problems. We also need to 
regulate the rights of consumers, where there are both rights and obligations. Prevent its abuse 
of power. On the other hand, the live streaming industry is an emerging industry, and with the 
development of human society, it may be replaced by new business models. The Internet phone 
and other methods required by Article 25 of the "Consumer Rights Protection Law" to sell 
products and related content Although it was written into the "Consumer Rights Protection 
Law", it has lost its due significance. Therefore, in the process of revising the "Consumer Rights 
Protection Law", we need to make a reasonable prediction of future social development. As an 
emerging industry, the live broadcast industry has many levels of subjects, large differences, 
and different depths. According to its development trends and characteristics, a special 
separate regulation can be issued. In the legislative process, the opinions of experts in the live 
broadcast industry should be absorbed, combined with the existing laws of various 
departments, the legal status and legal relationship between the subjects should be clarified, 
and the legal nature of the live broadcast subject should be qualitative and the various links 
Legal acts make relevant provisions. At the same time, due to the strong connection between 
the live broadcast platform and the electronic payment platform, users will use a third-party 
payment platform to purchase goods online, and face user security issues. The laws and 
regulations should take these issues into consideration and make detailed regulations on third-
party payment. 

3.2. Clarify the Responsibilities of the Market Supervision Administration 
From the perspective of administrative supervision, each government department should 
clarify the jurisdiction of its own department and balance the relationship between the subjects. 
Unification is the right to form a special supervision and management committee to classify the 
platform and raise the threshold for the main body of the platform. Each platform should 
conduct self-management, at the same time raise the threshold of operators in the platform, 
and strengthen the supervision and control of live broadcast public opinion. Use supervision 
technology to implement measures to deal with violations of laws and regulations 11 
Strengthen the establishment of a network integrity mechanism and equip a supervision team 
to classify the reputation system, complete the credit investigation mechanism, and blacklist all 
users who violate the regulations. Strengthen the moral education of live broadcast platform 
operators, purify the network environment, actively promote positive energy content, establish 
correct value orientation, and guide anchors to carefully select products and promote products. 

4. Conclusion 

With the expansion of the Internet in the economic field, the web-based live broadcast of goods 
has been developed by leaps and bounds. It has broken through barriers during the epidemic 
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stage and promoted economic development, but it cannot allow online platforms to "grow" 
wantonly. It must be strictly controlled. The monitoring of the network, the use of laws and 
regulations to regulate the development of the network economy, and promote the steady 
progress of the live broadcast platform industry. As an important law of our country, the 
consumer rights protection law promotes the operation of the market economy order. When 
the law faces new challenges, it should be combined with social life to conduct in-depth 
investigations and cover more social life conditions before it can be truly realized. The purpose 
of the Consumer Protection Law, I hope this article can provide in-depth research on online and 
offline sales in the future. 
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