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AH] FY9] A5 ®4= Q1AstH Fuf oAt

] 2 o7Itk(Steward et al.,, 2020).
Kats(2018)= A&l gt 2<lojy thg F3&
Hop 2epQle] 77t AHRe] Faf SAbE Ao H
T FF= PlA= "t sielnh o) wheh #
i zt= 2] 5 S (review solicitation)?t =249l B
T ] (online reputation management)E =23l
AYE TejoA] Fbor F11 glom Fufzt
Al A F(point), AF2E, A= AT 52 47t
AT Ao dlo oA} A4S A
skl Qlck(Steward et al., 2020). ©]of &
| £eRIEAR So) BopolA 4u4 T o]
AHAA O ¥ HA = 2=l R B4 &

OHH Ao =

(o]
g weto] Fsilxje] et Art AHHo=R
o]Zo]x] 11 QIth(Rocklage & Fazio, 2020).
2Rl RE W8 FHEAAG et 84
g ot R84 gRE 2o Hed, oo 4
£ Foll #44 2Rl vls] 344 2Rt &
H|ZRES o] 3824 2 vHt= Aol He A

thdd@st 9, 2019; HAYG 9], 2020; Reich &
Maglio, 2020). Z1Z2X|9t FAA 2alz]HH}
2HH Lo} auAe] 57} BAE
wol Wb 7o) SAReIA | P AT s
= Z1g5t7] diZol AFE JAN=E FEAA T
o R w A5AE EelEts 29 9ol
AR Qo= Bkl (Berger et al, 2010), F
42 eareleliie] telAL sleld Alzte] v
Aol th(Purnawirawan et al, 2015; Shihab &
Putri, 2019). 22HQlagEof JHe Tzt 4
H 2eRleg =S 295tk HAIHS dAolA

L oRgd eueleRe YAHOE ol A
79| Brbssiet. ole] R4H Lele Rt 2o

2L

= e 2= guiatbselA &
A FrEjArte] H 2] @ o]th(Zhao et al., 2020).
| mt=d 2EkelellAd A

T @4, BERHE ojuA], AlEel

T A=l AR H(Huang & Korfiatis,

3
gz So 2AH JFL WAE A

2015; Purnawirawan et al., 2015). Shihab and
Putri(2019)8] A+olA FA4H 2=RRleRo] 4
e SaAR 21 FAT @ 1 Al &
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mjojeof 344 FF= nd
T2 2kl el Rl dieh wuljz o
Ci=(sellers” response, managers’ response, managerial
response)©| 91o™ o|Zo] dy| AREEHI QlTh
Wang and Chaudhry(2018)+= A-H|Z}e] FA A 2
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Chevalier et al.(2017)2] A to|A+= whufzith
AH)|2Le] oJAA Ao A S v|A]+=
2 Uehg b2 A3s9 Aot ASE=
7} Yebgtt. olof thish Ma et al.(2015)2 4H]
7h Rt go] A Az o] =rhal Q1]
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W2 $3 WA acks 5730l et

WOl ot A AEE goE

& el E W AF WOl BrpolEoA
At A 4 UES S, 1 olft

&
Wb e A¥Ez Pund o ge
o]
=
A

of.

i)

dh7] wj Zo]th(Grewal & Stephen, 2019).
Wizt ZlE B4, A A, 7H
22 A AEE AFcke Aol diHls] =
giole A8 WA AA AE A,
P AR F2 Uy ok 540
(Lee et al., 2008). AH|Z}= 22kl HE 9]
= Wiz A B A

A AHE e 4 AX AFY A &H]
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| 85kl rf oA}
Ath(Pee, 2016).
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H(Goyette et al., 2010). R34 2R18F+=
A el REoE o] 38 Ax HA LA
o & B35} (Bast et al., 2007), AH| A= HA
2Rl Fe] dFS o ®ol Weth(Lee et
al., 2009). 1 o= AlF Helof tigh AEE= A
Hhd o2 mufate] AlE upAY (ol Fa, Al
4% 5)0=E oln] o]go] 7H5olal(Lee et al,
2008), AH[ZH= 918 T QAPEA oA A o]
SHoh JAAA H8-S o HE Aow ¢IAsh=
7Z5Fo] Q7] ujEo|th(Peeters & Czapinski, 1990).

244 eallERt MR gL JuR 4

APt ARG SR Qe BT Anke FASKE 2
ol7] wje] oot prAE AT AAH £UL

FE5 o2 AAHES sHe A8L Tk
a9y Ho] 24 el Rl uAE o
gl AE B4, 244 54 Yl wgol et
Atk Zo] dAe] A7
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LFEFTE. Gu et al.(2012)°] A-ollA Q1717F 9l
ol A FAA 2epelelRe] JFS
= Zlo] g%t} Duan et al.(2009)
o] AFNAE wje Q1717F A= AFolAE &
el R AHR; Fufoke] JkE mA|A] ¢
+ A0E Yt o]¢t tiHlE= Ao Q1Y

H| 2= 22kl

g
AZ EHoz Ft, APAAL e A
99 AFERT #44 oy
AA et 2ol WAt (Park &
Lee, 2009; Sen & Lerman, 2007). ©]of] & 15Lof
A AHZRES ] FFE A

Fdz 497 sjHsze] 2UNSE oW g
2 uAEA BAsmaAt gt

2. THORXICE S 2] HA|X] Edof ot AT

TofAt A Z2 Fufabp 2 2eklE Rl
gt wujzte] 32 = HEst Hth(Wang &
Chaudhry, 2018). TojRH=2 &
of et tf-gdelE ot Aut AH[Rpe] A
o], A4 kAT AHS AlFote Al 2H
S 9rF Aol Holxl Aol7] wj&ol(Jaikumar,
2019), 2719 o382 L At gl HE 4
H| 1o Ao ks w|XIth(Proserpio & Zervas,
2017).

T RAZ2 o] 4 A (rational) TR =3} 2

‘J A (affective) TUAASE LS &

=
o1 WOARZE AFAHO| T =]
o HAXE HEsh= Aoz ti4f
HAo| A Qe A HEA(informativeness) S
2 Ho] k= EA o] Uth(Ducoffe, 1996). HH
4 guAgRZe AET BRE 48 AR
AR, AF FE T A H
dgto=s 4uzpe] AFo] o

2 0
a9

ks

)

1>

Lo

ks
i

_>|4_|I

o

L e 5

g whgo SA-A JFS wALA} she YRR
ZHgdol = Zojoh ®hHo] #AZA mujAdaE
wolgol 1 o]4H AR ¥l 14T
25l Tad 2714de EHderal ARt
B gozA aulztel 3 WHEE 0B
ojff7] {1t o= A Ao|th(Hattula et al.,

2015). 444 W9 AHgEE Zol
w2 hee $AE el 37
7

St= AoR 2= Zolth(Allard et al., 2020).

il
f
iy
)

THS B P, YL B AAAHA o
o ot Aol gt SR 2y Aer) s
ol

Sl Y] Fth(Allard et al., 2020; Hattula et al.,
2015). oo & AtoM= FHA 228 7ot
AH|2E] Aufolof mlz]= FFollA whuf Rt
2o Uz B4ow usy B0l od 2

BaTHE e guRus s

U2 fHoz FAH LeleR] g 4
Argoel] A5 WS 4TS T MDA

ol = Ao AFHH. si44E0]E (construal
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Ao Sl whEo] EY AL AR L] T K
4ol ZHoz sl TAH WA o] AHLE
TAol Hopal Shck(Lee et al, 2017; Trope &

Liberman, 2010). 9J7|A 13|4-FL B4 =H
3 pelo] qlon AHos Tu, wuea

Iy = 7171 T
Aot} sjApEol 2ol mEm oA A oA
O

O
(Vallacher & Wegner, 1989). 53%7@i]*4°]§°ﬂ/\‘]
AT 472 THAJ &

5o 54 SHS HrYgst= J__’EH*—*.#%O]_’, 75
g 47 gAY ouE ZEE oH|sh= A
P—‘a— d(feasibility)> P52 & SHZ Hrgst

= Aoz Aol Hri(Lee et al,

ofoff E AFoM= TR Z o] AsiHpE
= Az sto] th=A 2ol 2 4 3l
onj BAFA 2epele|fof it #ujAiZo] 5
Jeol whet aBjAhgolA ofd xHEavE
UERl =2 A EAA; bt

A7l BgH el ofnsA §4
o= APUA, Bbgo] TuioEet Avlap

dO ofll

EOfXIcH 2
a2ux ¥
HYN
DZFM
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24y galg
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FoielE
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T xice S
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21 BHH 2aQla|R ojoj&4 SHO| AH|
A3t 7hy
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=2,

ol

A
P, oo AT AS B
oke] o) o
HJHE7} HAck(Yang et al,
2019). Edell and Staelin(1983)2 HAXH = US7Hs
A SHoA AP (factualness) FES} F7HS
(evaluativeness) AE 2 L&Eo| Hhal st At
A ARE ABRA . 71F, &5, AR 7

ol e ARZ F2 AF EEA 540
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(A2 vs. B7H8)0] 28X O =0f OfX|=

M O
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o] SQlth(Peeters & Czapinski, 1990). w2}HA|

o

214

JAZE KA At

o #

2 © Zo] Fujok ®h&

o

I 7}A]

o 27 W o Eojels. HE-o]

A ol ket 39 A 2o

o] st} olo] e} theat

)

g ot &
78 AE

HEL
AT

i
—

et whdo] 3

|

7/-\10

[e]
7151-—1_._

y|2.79}

NN
Ay - FO U
o = 0]
S5 M~
%0 & IF T
LUK
M%ﬂm
%m__.%ti
g_ "X
TR S .
51 W R0 IF
oI
izl
ol H zu o U
Aol < M
O_._nﬂ._H._._.__Au_|
o T 70 =
R0 iz o] IF
3T &M X0
1l
~
N
0 —
ﬂm w
w2
W X
« =) jani
ix <
o] 11_._1
B o A
H m_v%
- ol o o
T u%l
=
Tze=
P2
wr
B
2 ) >
(U
%O o He
o T
N
of .
o HE T
PRIy

M
=

<

5

HAES o]

eekle o] o2t fobg

3t 7had

‘d)el =Ezutof 2

A wete <F =

15

A
=

=21

2 HolQ Alglo] B

mE R’
™ ™
o) 4
e
o
xR
O ﬂ.‘_
o N
—
n_mo __o.._
i~
X 7
=0
B
.
NCORE
- T’
£
T 0
o He
=
o
S
ol
~u
or
al
un
my
o
zm
K
y
—_
m
=3
il
X
Ay
™ o

[e]

H7hgol LS

Hogz A,

e
A

R

2023). olo] A 2l FoA L AMEA,

ol

R
e

o

RS

JJ
Pt

IA

H
Nfo
T
Ko
olJ
~u
oK

TH

T elro] A=

H)7 Ao BA

3T
=3

I A

9|

eelel 7t

2
T

]
&

)
oA
<N
or
wt

f-dof st

9|

)

)

N
B

Hth(Helion &

A gol
Gilovich, 2014). 742 21277 AHLA §]

o o 37

=]l -
O]'t‘

Hot &HAF Ao g £

ot <l

Aufjof]

11—
2]

© AHSETA 7]

[e))]
AN

)

T

m

=rr

oA A=A o]

7

4

o4}

!
i
rsl
oF

)
_



22 | SEAT H29A M2z

5ol 84 2t el uet FRA wlzt
A22 °o]F 75t she AR e 247t
= 7p5A0] =t Baker(2000y= A& T Ay
A APl R0l BrMdET ¥ g o]l
sttt 123l Morris(1978)= ZEI=7F AHA

Aehd AlE o W] A 24
o] Hol & Aolold aHA= F8A4S H &

A Azretetn st

olof) thulal AR AT B RAH
epelelRe AES REH S0 tha Aol
T A4l # Aol

| A Y & Solvs A= =A0] ofydla
A7b sojWr|Hoks AAe 1™ 2oyl a. 4
oW N A AN A e A 22, @
ot gl FAAS AAA7 e 71Reldder F
o] & Ao= UEhdtt ol T2 Agof wuj
Az AHAkeE 22 AFA7E ofdEEtE 119}
AR Ao g Sho] x5k g4 Bhee B
ol ZAo= 3 FHA HdES AAste Aol Al
U9 AW JHE Aot 2A9 S
TEste] AALME ol A9 ARG HIE
The 4HAF Fujoe s Fole o 5 34AQ
S vd Ao = AFErh Chin et al.(2015)2]
AollAl SNSOllA e JASH= el F=
St 32 BAshE ACR ‘Fol’E FEE
Hhgol oo FHA TS HA = AR e
Wk olel whet thEat &2 shds AAsko
7t 2. #8H 2etele|R 2ujSd FH0| AH| X Ftoj

O|&=0f OjX[= Y2 HOjAtSE= HAIXK] S8(8

- OO
2 vs. SHY)0f et Ch2A LERE 7*0|'3f

7Hd 2.1, BE™MA 2a)olg|E o|o|£A0| AfAl Mol A

Q0= BOIRIH 0| BLAQ uC He
Mol mjo A AR FOHelE st o &7 Ut
Efe Zdo|ct,

MM 2.2, XA 23)0lz|E o|Oj4A0| WAl A
20]|= THOfXCHZ0| MEMOl e 22
MO IO A AH|AF FOjQI =7t O &H Lt

Etd ZAo|ct

222 HOYXISHZ S| Md=FE@DHMYFFE vs. X9
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The Differential Effect of Negative Online Review Semantic
Property Type (Factualness vs. Evaluativeness) on Purchase
Intention: The Moderating Role of Sellers’ Response Content
Type (Informativeness vs. Empathy) and Construal Level
(High-level Construal vs. Low-level Construal)*

Hyo Hyun Park**, Gang Ok Jung***

ABSTRACT

Purpose: The purpose of this study is to examine how purchase intention varies according to negative online
review in terms of semantic property types such as factualness and evaluativeness. And it also investigates the
moderating effect of sellers’ response content type and construal level between the impact of negative online
review and purchase intention. Negative online review’s semantic property type such as factualness and
evaluativeness is set as an independent variable. Sellers’s response content type such as informativeness and
empathy and costrual level of sellers response such as high-level construal and low-level construal are set as
moderating variables. It is hypothesized that evaluativeness of negative online review would improve the
purchase intention more than factualness of negative online review. It investigates the moderating role of sellers’
response content type between negative online review’s semantic property type and purchase intention. It also
examines the moderating effect of sellers’ response construal level between negative online review’s semantic

property type and purchase intention.

Research design, data, and methodology: Using experiment as a research method, university students as
subjects are exposed to one of semantic property level of negative online review (factualness vs. evaluativeness)
and content type and construal level of seller’s response. Data are collected through a questionnaire, which is
verified by #-test. Content type and construal level of sellers’ response as moderating variable concerned with

negative online review characteristics were drawn from the literature reviews. 8 experiments are executed with 2
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** Lecturer, Department of Business Administration, Hannam University, First Author
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different types of negative online review in terms of semantic property type (factualness vs. evaluativeness),
content type of seller’s response (informativeness vs. empathy) and construal level of seller’s response
(high-level construal vs. low-level constural) randomly exposes to each subject group one at a time. The response

data are verified by two-way ANOVA.

Results and Conclusions: The results of current study can be summarized as follows.

First, semantic property type of negative online review shows a differential influence on purchase intention.
Specifically, evaluativeness of negative online review has more positive effect on purchase intention than
factualness of negative online review.

Second, it shows that content type of sellers’ response as a moderating variable (factualness vs. evaluativeness)
has an interaction effect on semantic property type of negative online review affecting purchase intention. When
content type of sellers’ response is informativeness, factualness of negative online review shows higher purchase
intention than evaluativeness of negative online review, whereas if content type of sellers’ response is empathy,
evaluativeness has higher on purchase intention than factualness of negative online review.

Third, it reveals that construal level of sellers’ response (high-level construal vs. low-level construal level) has
a moderating effect on semantic property type of negative online review affecting purchase intention. When
sellers’ response is high-level construal, factualness of negative online review has higher purchase intention than
evalutivenesss of negative online review, whereas if sellers’ response is low-level construal, evaluativeness of
negative online review shows higher purchase intention than factualnesss of negative online review.

Finally, on the basis of the study results, theoretical and managerial implications were discussed and the

limitations of the study and future research directions were suggested.

Keywords: Negative Online Review, Factualness, Evaluativeness, Informativeness, Empathy, Construal Level, Purchase
Intention



