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Abstract

The Influence of the Direction of Online Word-of-Mouth
Information On Usefulness of Information and Purchase Intention

: Focusing on Moderating Effect Involvement

Yang Sung Mok

Department of Business Administration
Graduate School

Jeju National University

Supervised by professor Kim Hyoung-Gil

The survey conducted by the Korea National Statistical Office in 2014
shows that approximately 45 trillion KRW was spent on electronic commerce
in the year of 2014. The total amount of the first quarter of 2013 was almost
13 trilion KRW, which increased by 20.1%, and the figure grows year by
yvear. As the cyber shopping grows quickly, overseas direct purchase has
become a big trend. The Korea Customs Service stated that the market of
direct overseas purchase last year was about the size of 2 trillion KRW. This
figure shows that it has grown 48.5% more from 2013, and it is expected to
reach over 8 trillion KRW by the time of 2018. As days go by, e-commerce
1s sharply increasing and direct oversea purchase is still hot. However,
E-commerce 1s growing fast and big, and overseas direct purchase is still the
hot trend. However, many problems arise in e-commerce and overseas direct
purchase. In avoiding the problems, online WOM from other customers, such
as the reviews and comments can be helpful. This study is to sort out

positive WOM and two-sided WOM from online WOM and find out which



type of WOM 1is useful and what impact it has on the purchase intention.
The study also worked on verifying the moderating effect of involvement to
find out what differences would come out depending on product.

The survey was given to 20’s~30’s consumers in Jeju, who are expected to
use Internet frequently and easily. These people are also expected to be more
familiar with e-commerce. In this study, 2x2 factorial design method was
used. So, Four different kinds of survey was given in random. Specifically,
Survey A was exposed to positive WOM about high involvement
product(notebook). Survey B was exposed to two-sided WOM about high
involvement product(notebook). Survey C was exposed to positive WOM
about low involvement product(USB memory). Survey D was exposed to
two-sided WOM about low inovolvement product(USB memory). Notebook
and USB memory were used in the survey because those two products are
considered as the most familiar product in subjects. The results of the
research can be summarized as follows:

First, Usefulness of information in a group exposed to two-sided WOM is
bigger than in a group exposed to positive WOM.

Second, Purchase intention in a group exposed to positive WOM 1is bigger
than in a group exposed to two—sided WOM.

Third, Usefulness of information have a positive(+) effect on purchasing
intention.

Finally, Product involvement dosen't acted as a moderating variable.
However, interesting results are proved. In high inovolvement, two-sided
WOM is more useful than positive WOM, but in low involvement, there is no
difference between the usefulness of information two-sided WOM and positive
WOM. In high involvement, there is no difference between the purchase
intention of consumers with positive WOM and the ones with two-sided
WOM. However, in low involvement, the purchase intention 1is more

influenced by positive WOM than two-sided WOM. Through the study,



various implication like below are suggested.

First, consumers find two—-sided WOM more helpful than positive WOM as
the former gives the information on pros and cons of the product while the
latter tells only about the disadvantage.

Second, despite that the usefulness of the information of positive WOM is
not as useful as that of two-sided WOM, it still has a great impact on
purchase intention.

Third, two-sided online WOM is thought to be more useful than positive
online WOM, however, the usefulness is not a great factor in purchase
intention.

Fourth, when it comes to low involvement product family and there is no
difference between the usefulness of two-sided WOM and positive WOM,
rather, purchase intention is subject more to positive WOM than to two-sided
WOM.

Fifth, as for high involvement product family, two-sided WOM has greater
power than positive WOM, and there is no difference between the purchase
intention of consumers with positive WOM and the ones with two-sided
WOM.

In the sixth place, the involvement does not have moderating effect on how

positive online WOM affects both information usefulness and the purchase

intention.
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28 W= LR FA4 &
(3) (%) (%)
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D3 Ho 58 24.7 100
13 10 43 43
23] 15 6.4 106
33] 26 11.1 21.7
43] 16 6.8 285
219 7F 5
e A 53] 31 13.2 41.7
) 74 &) 63] 4 1.7 43.4
o) & 73] 11 47 481
&) ef 3] 4 1.7 49.8
57 93] 3 13 511
103] o] 4 115 489 100
itk 2 0.9 0.9
13| 12 5.1 6
23] 17 72 13.2
H+ 1d gt 33 30 12.8 %
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83| 3 1.3 51.9
93] 0.9 50.9
103] o)A 111 47.2 100
1}
. = 108 46 46
o] 127 54 100
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o] 57.407%, +8429 FEAFL 26848% = 3 & X 60%E EF A3 sle], FH
£ FgFEFo Ao HojFErh Bz QR F oAFLE BEAS A
st A3 Fu o] 2] Cronbach aZl5=7F 0.960, 842 Cronbach a7} 0.942
2 Yeh BAETF Aol g Hodr 2 gEAM W AEE B4

= <E V-5>o] Uehd upsl 2t

S QA A=
g &
T = &4 Cronbach a
T o] =6 914 154
T o] =5 914 142
T &) =3 904 118
- .960
T o] =2 .899 .109
Tl e =1 .896 172
Tl &) =4 .886 183
844 100 927
1846 144 914
942
845 170 909
843 174 .893
Eigen-value 5.741 2.685
FEAHE (%) 57.407 26.848

F E2H%)=84.256, P4 A HA ] KMOZ =882
Bartlett®] 784 7 A (24} 7ho] A #2633.620, di=45, 2] -5=.000)
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t 2 Aojehs W&l ofE op7] fldte] HFHEE t-testE o] &3] &+
ABtATH<E V-7>). 24243 3484 7R

< 39110019 g FHAFRE 33 fAae] Fujon= Ft2 311972 A A
A TAARIE FUAAd FAAR Byp el A= GFe] A, o= F
AR R Folmdt 2fols HATH(=4.493, p=.000). Wb FHAN FHAHRE
A AdelMe] FujoErt FuA FAFRE H JdelA o wrt
t & Aojeks 7HE 2-12 AEHh o] & Foko] FHAd FHAR
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ENV-9 > 7F44-19 AZ(HHO F8&8A il 7|5 A H)

e W= B EFHA
1. 38_a3o 59 4.3305 1.4727
2. FH_13%o 39 5.4364 1.1147
3. oA _A o] 99 4.7881 1.2455
4. FH_A o 58 5.0086 1.1297

Rl 235 - -

<& IV-10> 7HE 4-19] AS(H R F84d thd ZAE4 %)
AEg df 3T AF F T % E
-3k 37.514 3 12.505
e 360.602 231 1.561 80117 .000
gl 398.116 234 -

#*p<0.05, ** p<0.01, **x p<0.001

<E N-11> 7t 4-19 A=A 354 A- %)

A< MHA= BHEAHI-]) | B2 | FSE

L3 3ol | 2.9¢W_33e | -1.10593™ .23004 .000
3 A -.45763 .23004 269

4.5 _A o] -67811° 23103 037
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3.5 _A ¥ 64831 .23004 050
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4.5 _A o] -.22049 23103 823

A FH_ A | 1A _avho] 67811° 23103 037
2.9 _a1 3o -42782 23103 332

35 A -.22049 23103 823

*p<0.05, ** p<0.01, **x p<0.001
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4.4 _A 7] 95733 24784 002
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