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2 H o+ A F 5.104 1 5.104 5.488 .020%
<=} 219.475 236 .930
3+ 3471.500 240
T4 A 614.900 239
a R A = .643 (=49 R Al = .639)

*p—value<0.05
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A Study on the Effect of On-line Customer Review on

Purchase Intention

Kyoung—ok Park

Major in Tourism Management, Business Administration
Graduate School of Business Administration

Pukyoung National University

Abstract

These days, owing to vitalization of online, not only a large number
of consumers buy goods, but also they can access to information they
require so easily. And so, there is.a high likelihood that consumers
would make decisions using such information. In this online purchase,
general commodities as well as intangible goods, that 1s to say,
products that may be classified as experience goods, are sold through
general websites, including online shopping mall, etc.

With interests in the information of product evaluation made by the
consumers who experienced travel products before, especially among
intangible goods, the researcher investigated effects of such
information on consumers’  purchasing intention in this paper. Also,
the researcher examined the relationships between the information

provided by the site and its reliability.

As to the results from this research:
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First of all, in experimental design, having divided the subjects
into six groups, its validity was verified as by independent variable
and parameter vrespectively In conjunction with customer review
(positive, negative) / (subjective, objective) and reliability (high,
low).

Second, results from hypothesis testing showed that experiences of
consumers who tried the travel products first had influences on
purchase intention in either a positive or negative fashion. Also,
consumers with reliability revealed higher purchase intention after
reading positive customer reviews, and to the contrary, the consumers
without any reliability revealed the lowest purchase intention after
reading negative customer reviews. However, the consumers who belonged
to the group with lower reliability showed higher purchase intention
after reading positive customer reviews than those consumers who read
negative reviews and whose reliability was high, though. That is, if an
online consumer visits a site having high reliability in order to
purchase a travel product, and reads either positive or negative
customer reviews, the consumer then will select the product that
recommended with positive customer reviews, and even though i1t is a
site with no reliability, 1f consumers read many positive customer
reviews, they will then get purchase intention. On the contrary, the
researcher could have obtained a conclusion that although it was a site
having high reliability, when consumers read negative consumer reviews,
their purchase intention could be affected.

In conclusion, the researcher learned that the positive and negative
aspect of customer reviews that dealt with in this paper had a great

deal of effects on the whole procedures from collection of information
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on travel products by online consumers to their decision making, having
visited the sites whether they trust or not, no matter what paths they
had to pass through. Also, the research could have obtained a result
that reliability played a very important mediation role between
customer reviews and purchase intention, for there was close
relationship between reliability and customer reviews.

In the invisible market such as online, reliability takes a critical
role in the procedures of decision making by consumers to buy products.
However, customer reviews may change such reliability, and also affect
purchase intention. It 1s thought that online travel agents are
required for systematic management 1In a more aggressive manner,
listening to real voices of consumers concerned with products, and also
that online travel agents need to prepare appropriate methods in order

that customer review could be made in a mutually beneficial manner.
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