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A Study of the Influence of Online Word-of-Mouth on the
Customer Purchase Intention

Yoo, Chang Jo*
Ahn, Kwang Ho™"
Park, Sung Whi***

Abstract

Internet is having strong impact on the consumer’s decision making process. Information search has
been done actively through internet today. The online reviews can be crucial information cue to
evaluate the alternarive products.

The online WOM(Word-Of-Mouth) effect depends on the characteristics of information sender,
receiver, and WOM. This study is to examine the influence of the online word of mouth on the
consumer purchase intention and the moderating role of product involvement, consumer regulatory
focus and self-efficacy.

Positive customer reviews on the products influence the purchase intention positively and negative
customer reviews influence it negatively. Moderating role of involvement in the causal relation
between the valence of online reviews and purchase intention is tested. In case of positive WOM, it
is predicted that purchase intention for high involvement products is higher than that of low
involvement. In case of negative WOM, purchase intention for high involvement product is lower
than that of low involvement product. And this study invetigate the moderating role of regulatory
focus. In case of positive WOM, it is predicted that promotion focus oriented consumers have higher
purchase intention than prevention focus oriented consumers. In case of negative WOM, prediction is
that prevention focus oriented consumers have lower purchase intention than promotion focus oriented
consumers, Then we examine the moderating role of self efficacy in the causal relation between the
valence of online reviews and purchase intention. In case of positive WOM, it is predicted that

consumers with low self efficacy have higher purchase intention than consumers with high self
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efficacy. In case of negative WOM, it is predicted that consumers with low self efficacy have lower
purchase intention than consumers with high self efficacy.

Emprical results support our prediction and four hypotheses derived from our conceptual framework
are all accepted. This study suggest that the level of product involvement, consumer regulatory focus
and the level of self-efficacy influence the consumer responses of the valence of online reviews.
Therefore marketers need to manage online reviews based on the level of product involvement,

regulatory focus orientation and the level of self-efficacy of target consumers.

Key words: Online word of mouth, Purchase intention, Product involvement, Regulatory focus,

Self-efficacy
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