creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86t AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Metok ELIChH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aeles 212 LWS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

g0l

E
=

UE AAH HH

.ﬁﬁ

O

ﬁo

IR

]

o

T

2

2016



o

)

2

2016

on
N

—_—

0

ol
g
H)

oF
o
T

o

70
ﬁo
o}
el

0]

\

)

3=
T

21912

Al
o

2

gy

2016



The Effects of Cognitive Information Characteristics on
Credibility and Word of mouth effect in Online Community :

Focused on moderating effect of Regulatory focus

Bo-Ram Oh
(Supervised by professor Hyoung—Gil Kim)

A thesis submitted in partial fulfillment of the requirement for the degree of
Master of Business Administration

Feb. 2016.

This thesis has been examined and approved.

Thesis director, Yong-Cheol Hwang, Prof. of Business Administration

Feb. 2016.

Department of Business Administration
GRADUATE SCHOOL
JEJU NATIONAL UNIVERSITY



Abstract

The Effects of Cognitive Information Characteristics on
Credibility and Word of mouth effect in Online Community :

Focused on moderating effect of Regulatory focus

Oh Bo Ram

Department of Business Administration
Graduate School

Jeju National University

Supervised by professor Kim Hyoung-Gil

This study is about the Online Community Information Characteristics, Word
of mouth effect, Credibility and the Regulatory focus and the Online Community
Information Characteristics were examined around the Consensus, Vividness and
the Interactivity, which are the Cognitive Information Characteristics and what
impact such information characteristics have on the Word of mouth effect and
the Credibility was examined. In addition, the relations between the regulatory
effect of the Regulatory Focus on the Online Community Information
Characteristics and the Credibility, and the mediating effect of the Credibility on
the Online Community Information Characteristics and the Word of mouth effect
were verified through the empirical study.

In the operational definition of the variables in this study, the Consensus is
'the degree of sharing, agreeing and having same opinion on the online
community information’ and the Vividness is ’'the degree that the online
information is specific and realistic as much as it is clear and arouse the
Imagination.” In addition, the Interactivity is defined as the degree that the
consumers exchange the information actively and influence each other in the

online community’ and the Credibility is defined as 'the degree that information



provided in the online community can be trusted without being distorted’. The
Word of mouth effect can be divided into the word of mouth diffusion and the
word of mouth accommodation, out of which the word of mouth diffusion is
defined as 'the degree that the information obtained in the online community is
intended to recommend or deliver to the others’ and the word of mouth
accommodation is defined as 'the degree that the attitude on the objects of the
information 1s changed and the purchase desire and the image are improved
after obtaining the information in the online community. The Regulatory focus,
which 1s a regulatory variable, can be divided into the promotion focus, which is
the active and challenging characteristic to achieve the specific goal according to
the characteristics of the consumer, and the prevention focus, which the
consumer prefers safety and takes defensive behavior to avoid the negative
results.

The questionnaire survey was performed according to the convenience
sampling with the adults older than 20s residing in Jeju region considering the
gender, occupation and the level of education, distributing total 362
questionnaires corrected through the preliminary survey.

In the results of the study, first, the Vividness and the Interactivity out of the
Online Community Information Characteristics had significant impact on the
word of mouth accommodation and diffusion. This shows that if the vivid
information is provided and the members of community interact each other so
that they can receive same impression as the information receiver experienced
directly when the information is provided in the online community, the word of
mouth accommodation and the word of mouth diffusion can occur.

Second, the Credibility had significant impact on the Word of mouth effect,
which means that of the Credibility of the community itself or the Credibility on
its members is felt, the word of mouth accommodation and diffusion of the
emotion felt in the community or of the information occur.

Third, it was analyzed that the Consensus, Vividness and the Interactivity,



which are the Online Community Information Characteristics, have significant
impact on the Credibility.

Fourth, only the Interactivity shows the mediating effect on the Credibility of
the Word of mouth effect out of the Online Community Information
Characteristics and the Word of mouth effect.

Fifth, the Regulatory focus, which i1s one of the consumer characteristics, can
be divided into the promotion focus and the prevention focus according to the
propensity of the consumer, among which the consumers having the propensity
of promotion focus think positive aspects and receive less external impact than
those who having prevention focus when obtaining the information or
purchasing the products. Therefore, the hypothesis that the consumers having
promotion focus can receive the greater impact by the Online Community
Information Characteristics and the Credibility than those who having prevention
focus was suggested but that hypothesis was dismissed.

The theoretical implications through this study are arranged as follows.

First, if the online community information has Consensus Vividness and
Interactivity, it can grant the Credibility. This result is conformed with existing
researches and it was confirmed that to grant the Credibility to the information
receiver, the Consensus, Vividness and the Interactivity are important for the
information provided to the receiver.

Second, as the false information like the comment by the hired stooges are
made, the online community information that do not have Credibility cannot
obtain the Consensus, and such information cannot generate the word of mouth
accommodation or diffusion. Therefore, to have the Word of mouth effect, the
Consensus on the information should be provided and the Credibility should be
secured.

Third, if the online community information provide the Vividness or the
interaction in the community is made actively, such information have impact on

the Word of mouth effect.



Fourth, beside of the online community information, if the Credibility on the
online community itself is possessed or the Credibility on the community
members 1s formed, the word of mouth accommodation and diffusion occur.
Therefore, the Credibility on the online community and the community members
are given to the community member, the Word of mouth effect on the
information provided in the community can occur.

The practical implications of this study are as follows.

First, the Word of mouth effect, which the information is provided easily to
the diverse receivers in the wide range of area is made by the information
receivers’ accommodation and diffusion of the word of mouth on the
information. Through this study, the Consensus, Vividness and the Interactivity,
which are the portal site community information characteristics, should be
secured to obtain the Credibility of the online community and the specific
working-level efforts are needed.

Second, the online community users who recognize that there are faslse
information like the comments by the hired stooges will not agree with the
information without having Credibility and accordingly, the word of mouth
accommodation and diffusion do not occur. In addition if the information receiver
feels the Vividness and the Interactivity from the online community information,
the word of mouth accommodation and diffusion are made. Therefore, if the
hand-on staffs provide the information as if the receiver experiences directly not
simply proving information allowing interacting with the information receiver or
members interact among them, the greater Word of mouth effect can be
represented.

Third, the Word of mouth effect can be made if all the information should
give Credibility to the information receivers. Therefore, if the reliable information

is provided to the information receivers reliable, the information receivers will

accommodate and diffuse the word of mouth for that information.
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AAAEH Fol, YAF, 4G4 A 29 FHo TR

1) Ax e F24(Consensus)

flo

=2kl
HA AL ARE FaRty] i Frel o At Festth dRE A @
W 2 gEe B w2 AbgEo] o vd 1 A
o s NS =24 5 Avka Azt wepa A
Hol FoAde Fasdk aclele AZE}
Festinger(1954)¢] o] &0l w2 AlgES 22lo] o]AS eIy Hlugto s
Mgy oS THA A vk, o] H g ol f®
e ool =8 571E vietr] wiEol Bele e Fxs)
=G olHvl, 2005). AR T ekl 74 FH T syl AF AFEF
719F o] Egste] g Fog oz AWk oz ANRES 2Rl
2ol wol gl $rlo] s ul & At Aol Ak oA Al oA
I AAzEe] B S BQld Hluste] ket str] v ol (¥ o, 2009).
Aol 2ol w=w 54 AA s g ok 2 U adE 4P
B, AEES 2 a3 A4 pgte Al dal oS o &

Ao, el SARE FFAAE Fogol £ Just 134 ¢S Junn

FAAke EAAE Aolo] WS TEAaL glow, ol#fd &

2
ftlo
P
)
Lt}
s

237 E=o(Kelly, 1967, Burnkarant and Cousineau, 1975; Pincus and Waters,
1977; olv+A, 2015).

AEA Tl ve Lok FAL P Fut Wl 2 G wgl
AR Folde 2l FAARE it F8% VFol 2 g Utk 1Y
ool FEFH L Cialdini(1993)7F A A AFs] 2 F71¢] A 2§ ow ola]dd

S ootk ik 5w Fol1l A Epelel $¥sh BFS wol srie] m

2§32 Ao &3 Aol AAATI TS, ofE ARSI S HH
(The principle of social proof)e]gtil 3}ttt 1+ LAubd o=z Eelyl FAFS
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1975; Kelly, 1967; Pincus and Waters, 1977; Elliott, 2002; A1 3}, 2009).

A pe] o Ae] B &AM S HFeke WA 7E HH, 22kl de o
B MRS 9% Folo B 1 AR FE8AY HEAS AT T4
3l WA 7l ® ok (Schindler and Bickart, 2005). Z1&#]1 €3 HARE S AE =
HANA AR FARE AR AFANA Fo)dr=E o AFE shA Ha od
A= ARE AHE FE&FAY A F 3

AgA+-0 59489 AYE B 2kl S A T olgk “the] 7jclo]
AF Mulze] Ao dE sostes AE"2 AHelHtH(Chiou and Cheng,
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2, AlolEdA AFes Aud oF A='sl ‘HF Ao|Est AFeE Aus
of TE A el AHE TEH AR F
Shankar et al(2002)& ©.Zebel Alzleh Sebel Alzlebe] ol sl A 7H4
= dgadr. A4, exzepel dze o
3apete] BAGA WEAAE Aol BAl, £ AHE L @A6A 2
e sle m=gsg dgstes 719
o4 ool AEsh ometel Mg fASAR, exetel A gge o
B oAbgrel 24 § AEBolu, 2wl Ao e F AHUI #d
Z)4elets Aol A Fol7h gleh(uhuied, 2012).
ARPe ANATL ARENE An AFATL Tl FAG o4l el of

Wek B glo] AAe A wE g4, 9F 52 £H5 AT dka =
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N

+ A o]la(McCracken, 1989), A1# = 913¥ I & (acceptance)¥ #AS 2y, A
gk o g sl o] th(Reih and Danielson, 2007). X3k Al (trust)& ¥4
o=z AbZo|t} & F thate] A A(character), A A (integrity), % & (ability)S 2]1]
3t} (Salo and Karjaluoto, 2007; 24 3}, 2009).

2124 (reliability) o] & “Ary Aol A FA¢F e A4, 7+, 43S 713
drdo] AFAQ Aret Aol gl AS ATL Aolgtn At A4
3+ A =70 (Belch and Belch, 1990; B9, 2012), Shanker et al.(2003)+= 4!
gk el o]ejo] A Et X&E F JEF PdFatY et Dol A4
oA THA -39 &, 2007). FAH2009) = AFHE “&el AFYEZ H4H
F ARE AT vk AT =7= RATelgar Aok lar, o4 (2012)
212 (credibility) = “Av]A7F 28k AR g8 D 2lFeeE A8 A
o] &k Atk
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AuAe 7HAAL ARES Fads 2Rl E AR 8T ARAETA]
S AFstolof AR E Wolsd o Utk wekA 2l FRE o
2 AR v ArAEA] tg A Aol vl = AR FEAES T
A ARAS T2 AH) AFAR FrrEh

2HzE ] AP AFoME AR A I A 28 7 AR
§ Aol A ARoln, FH EHed et T FF Qo R AN
o] ¢kt (Bristor, 1990; Bickart and Schindler, 2002; o] &4 -2 &, 2004; Brown
et al, 2007; ®F/d 3}, 2009).

okl FAE ofsfsty] HlalA ekl el Ar e
d AR AFs 71 78 HAHA oA9A FFHo] EIH=AE Ldofof 3
o AR o] &2 2epdle] AvA AU FRAS HUEE o,
A ARYE AAE e & ARAS Frigita & 5 v

H

o] &A= AR el AAE] 7] oAFY] wEel F= A

Lo

I ZE =

Ry T =

AA 2 HrbeA HedH, AAE Y AR FEoluy dE &olE
3 AR AEAS HuteA "o 2Ax oS5 ARY Q] AL &
P AFYE AdeA AR AFEE Frisvta & 5 Aok s}, 2009).
At oz AFT 4 Je AERYold HitA(expertise) S AY, BVS F
%)= (trustworthiness) Abgrolgl & 4 it} 7]& = ellolA &= A4 (Insko,
1967; Mcguire, 1969)&] ol = 2417+ FAM (Byrne, 1971; McGuire, 1969), 7 1.
Qo] wl# = (Chaiken, 1979) 5o AR A A9 F2 AH2LRE A Y
of SIth(E2a%!, 2006). 3k AE Ul Aol Ao Ar o] digh AFAE A4+ 2
Zepl AlFEAg dAFre AR AgE o de AR AE Jbssta

4

]

N

e}

(trustworthiness)’, ‘“A%4 S 7} (expertise) A2 Fd % dth

AAIER009) A=A viAA o] Agart FAlatel Al Algshs A4 2 A



i ZFstA ga Jd=uf sk Aolth Eg o] gt HHE AR A AT
24 Ardo] FAsta gEe F4S sha kil AMAES =74 He= A
S Tt AEYY AEAEe AR FRAEe] AR ws AEY A,
A4, A A 1A B A & A ddete AoR, AH FAAEd 9
g Az HAolga & F vk AR dEArt dEAdS 2] fsiA e AR
of It AP A& zZEFofof AN AR o] AEdE AU drkar 3}
Has Frde dist 5715 At AR F2AES JHE PolsoA
A Ho wElbd AR FAREC] AR AHN I AHAES NA L2357 $
A= FAATE =77 ARYHY] AEd 4 AR

i

A

d3e] g AR

Ba 14 8 WAAE duwa oo 4n 9399 184S Bew a

[0

AL Age] o] AMdS Eakal qla, a50] &3 e P& A
S WE Aolth(Wu and Tsang, 2008). Lieberman(1981)%3F Z24S Alg] 9]
T8 847 3dor, Mishra(1996)& A4 /MES A5 dRdolges &
olE T3 AWstAitt A5Vl A e Aol Foxl el A
2 FFAE v oo 7MedS gustE A2 (Wu and Tsang, 2008), = A
Hol Aol Fe gt daAdS o nstrh(atAd 8, 2009).

_rg

Wl Age] ozl At A9 tige] F2 AAY E: 24 Fo| 44
oA W, o whe) Lol AF el dae Al F 24 deE A e 7]

& 1 A F2@ A5 gate] €% @)
AaAA L@l Aol AT BT QPSS gRE ABAAA 20
o) meby, QU BulAel ARAALA st DL HGefen, 2000) 5

BB A4dAs Bae =0 FH02 ATsh @A gk Buldst ohy,
copela e GRATARA Sebel Alo|E £akel AL ES} ApAE o] =

Aol oal Az tE 5o =S =94 5 At 298 AlolEe] FH2 &



H|2E 0] X Zbsh= FHA0 F2 3 oF AT A =(Assurance Seal) & 234
J

SR7F 7bed Aold, oA FHE FH FFEol =5

el el e TS felA Al 7 A 247 ok, ol ¥

0= AlolEo] tigh AF, Abo]EdA Aled Arel A=, JRE Aleshs
3T AtelEe] AMuH|2o] gk AlF el Alo]Eo] gk 4AFrF & AlgEY 5
A 2¢lo]th(Urban et al., 2000; F5<F 2003; ¥, 2012).

=kl AEE P e Aol Ed g AlErF Ao m YA o
oF gt} L3k AlojEC] AlF 7} Aoz AR ANF7F FEHFE F o o
213 Arol A= Al gk Al A ojof drh(Hs, 2003). sHA
A= o] Al 7FA] 247F B FAlo] FFEofoF sta Alo]Eo] tigk Alg] e
APAFE B Aol Eo digk Ag= 754 AF, Adddige A5, 439
AEE B 2ske At o] Fol Mk (= a %, 2006).

ZopQloll A FAe]l tie A W Ui ®u= JiSl o AFUE R HEolok
gttt Brown et al.(2007)9] Aol A A&B]AF AFUEoA HE w3 FAE
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