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Abstract

This research investigates how a service provider’s response(s) to negative customer reviews influences
the success of accommodation services in the context of online accommodation reservation platforms.
Specifically, we attempt to comprehend the important role of attentive and instant responses to users’
negative review comments in fostering future success by analyzing panel data on 856 motels registered
in the largest accommodation reservation platform in Korea. The results present that response volume
(Attentiveness) and faster responses (Timeliness) are positively associated with success. We further find
that the two review-response strategies have a positive interaction effect on success. Moreover, we show
that the effect of review responses is strengthened when the reputation of motels drops. The key findings
of this research offer a set of practical guidelines for accommodation owners to achieve business success

by effectively managing customer reviews and claims
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