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Does Webcare Affect Review Helpfulness?
Effects of Topic-Consistency and Source Credibility
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In webcare literature, manager responses on review platforms can reinforce the positive effects of online
reviews on consumer purchasing decisions. Personalized responses to review contents as an important
factor in enhancing the performance of webcare. However, previous studies did not analyze the relationship
between personalized online responses and review helpfulness. This study aims to investigate how
topic-consistency of managers” responses affects review helpfulness based on processing fluency theory.
Based on the source credibility literature, corporate factors that moderate the relationship between
manager responses and review usefulness were explored. 41,705 New York hotel reviews on TripAdvisor
were collected, and hypotheses were verified through negative binomial regression analysis. As a result,
topic-consistency of managers’ responses has a positive effect on review helpfulness, and topic-consistency
has a positive interaction effect with hotel rating and size.

Key Words: Webcare, Review helpfulness, Topic-consistency, Source credibility, Hotel Industry

RSE= 7b 7kt gtk (Mudambi and Schuff, 2010:

Yang, Yao and Qazi, 2020). ©]& & &4 & 3

As7] fa EfojunlolA o 2e 22 i &

Ll g AHAE 7P AlEeke AR T HEE gt ek B)0] HeA] &M B
st T AbAA e Fute e ESAAS A T F A IEd fAYSE &9

AlA £t (Chua and Banerjee, 2016; Fu, Lu, al., 2020). ol2|gt 2l F84 FiE= g7t &H]

Chen, and Farn, 2020). 22y 2 Aol @t 2 YapEH o] Dot E30] HAeAE et

2d gl g R F43 Utz e A HiEst Mudambi and Schuff(2010, p. 186)= °| gt
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s=u AU ES AN, Juel G840l gL
WE AelAe PuldAAg AAE FAsHE
& A8k 438 A% W2 geias,

(Gu and Ye, 2014). ol#g #ejzte] FoA= 4
7ﬂ‘ﬂ(webcare)i Mdstsn] "An)A e (eg.
A, B S dstr] Hal e A5HoR A
ot i‘ﬂ]x}ﬁﬂr Ll Ao g Folste PR
Aol¥thH(Van Noort and Willemsen, 2012, p.
3). A2 SAd W2H, gAq =F F skl

F ZYEY] Aejar g 289l 2Rt &8zt
T2 o vA = TAA ZAE Ashetie=
A7} HaH 3 do. dF 0] ERolEnlolA
AEzA] ot ol gt 85%& F449
ol thgk #ejzte] g@io] sEld gk QA2 A
APty gelon 65%= AEA BRlo] gle &
gE gHs =235 sd S dleke 7l5Ao] ¢
Z AR eyttt ®3, d7AsS dea vt
& AE 2 Au2Y 2Rl Hrtd 384 9
S nAte A4S Hausltie.g., Gu and
Ye, 2014: Zhang and Vasquez, 2014).

SpARE, FH 2 EaE AT deiAt g 54
of whet niAE A A G WAAY, F
A 23E nE F dga AAsk Yok FAA
o8 F9 AFEL sl st B 29
o A1 F3Fs A 4 glom, ARlstE Hol
TAA &HE Asdite dFAHE Husiit
(e.g., Wang and Chaudhry, 2018; Wei, Miao
and Huang, 2013; Zhang, Qiao, Yang, and

, Wang and Chaudhry
U @] g2 Wi
Ao eehel @i 44
2 & ote He wA

& 54 deld

_{

o
fo
L
o,
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Zhang et al., 2020), g/ F8HES TEUSFE
4G A= AlgH ol 19 Z
g7l WA= ‘ﬂﬁ‘_ HE ©] 85
9| ”Xﬂ SH|IAERE SRS, o] &3
84 met 2% Hth(Mudambi and Schuff,
2010). “}3}7‘1 el g gIs FE3] olg
at7] feiA= B e Bl AL A FE ofof
gtk ol et wj Aol M, B AT 2o #ea 7
o] FA Al Bt fr&Ad mXE 9T
olggt e XAste AAXA tEl B4t
AL gtk Ae| 2 3|8 5 BRb gl A A 24
o e dgdTel 2 B EgE oA S
2HE 93

"”Jr(i e.,

L
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rO
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e

ol 714

_>;
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rE
1o
Fol
A=)
=

J
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=
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Ho
>
>,
ol
o
24
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i)
=¥

U= 7)4\0]"/}.

o AdE A+34 o] E(process fluency:
Novemsky, Dhar, Schwarz, and Simonson,
2007)< 7Iwte = glqreh delah g A o
A4 2 84 1o #AE st g

1) https://tripadvisor.mediaroom.com/us-about-us/
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AT 44 o] Boll W2 HA Ay e A=dF
2 A o2 Hr7tEH(Reber, Schwarz, and
Winkielman, 2004; Reber, Winkielman and
Schwarz 1998). W}EW 2ok delat g e
A DA 2 ol gAel ARl s 244
o] Oisz-g U]?ﬂ 7]-——/140] 5’_\;} \Izﬂ- ;ﬂy_ < ﬂg]xé
(source credibility: Hovland and Weiss, 1951)
T8-S 7Ivte g Aeja @ gy §84 1
o=

s 2Ase 719 8US FAstaA gt oY
3 AAZAE AAAQ L9l A Fel Ao &
gt ARA AAEE AT 5 S Aol

olgfg o] 24 WiAE iR THge tiE
AQ 2 ZAEQ Efojunlo|AE R o
FRAS AFetuzt dnt, H2 sl 24
ntolE v Ee 229l ZYEe] uAHed FL

0] 71 9] ool Sl A8 5 ahkeleh
el

o
=Ry

& 5070 zde FAAE FE38k] 67,6027 2
5 st 22la deiak w@ile] 54 41,705

7Hell chel %ﬂ%ﬂ A2 Sl 7Hd e skt

= A7e v o284 wdol itk AA, el
T84 T2 i 293 ol 29 a3l =
AL gFoistt £ d7e 71dedd AR
Hel 540 wet i F8A4d dFE vA 2
te ds wssite 230 Ao A, & A7
T AR A BEE vIvte R dert ge] &
I st 719585 Aoz auate g
T AEA A B3 A4 & Frlatgle AA, & <
TE 22l PR A o8 2 AHY AE
A ol2E ddde =N #d T3 7osiiid.

Korean Management Review Vol .51 Issue.2, April 2022

8

. 2

Ho

2.1 27 724

2l 7 T 2Rl FH g 2l A
ek o “H%"—M] A0 s vHYgE vk
o] AFA3E K3 tH(Babic Rosario et al.

2016 Lee and Park, 2020). siA|%, #Zol&
2o #7F Skl whet, i 2T dehd g
W o]&xre] Fujef A o R0
Fote i 8ol 2 BE dFE0 E-LQ

o
| He FEs W

) %‘% 8742 2l el iHlXV} Z]%‘o}
© 839 J=E wdst] wiEol ewrk LHAt
Fajol mX= dTgFS At & 5 tk(e.g.,
Filieri, 2015 Karimi and Wang, 2017: Wu,
2017).

A2 wEY I vy A7 B2 &
2l eliel f 84 MY 2 dPE e AL

I
2§ 543 2ol S4o® FEEr(Hong, Xu,
GA Wang, and Fan, 2017: Hu and Yang,
2020). APAFE dojd 4 glH o], B4,
7Hd, 7AA & e 901y A7 e.g., Kwok
and Xie, 2016: Liu and Park, 2015; Srivastava
and Kalro, 2019) 24+ %4 (e.g., Filieri, McLeay,
Tsul and Lin, 2018)% Einals D}Ok?ﬂ E4o] g

B 1899t (e.g., Liu and Park, 2015: Kwok
and Xie, 2016; Karimi and Wang, 2017).
AR, Bl 8ol 9 vIAE AAEY &
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29 719 2R BAe FRe A7EA Qo
RPATE B g Y IRE S5 2

H Zpol] o gk AfH] 2~
Cui, and Peng, 2018), t& g& ZUE o] &4
o g dEd mAe e a9 ATt
A8 tH(Zhang et al., 2020). mehA, 719l
U Bile #ejrie] d@io]l g A 4Bt v
Sl ow g S A=A BelAE o FES

ATHA Fd

HEBIA Q75 AL

2.2 HA01=} 2[R}

YAolE FAAQ 2HA; g=e] 2HS g
A2 )83 ge] g A LA sews ¥
Hoh g2 W99 s «]“]5}‘3} Jeesha and
Purani, 2021). £3] gAg 34L& 9] A
2R A A1) A ARt wE2H] 7] vl
YA o] L8 thFERE op g}, A HEA}
742l 3 Eolok gt} Van Noort, Willemsen,
Kerkhof and Verhoeven(2015)& |3 4 &

< pejste] A gaHE A IR E FE
o]’/\}\ AR, AT 718 Mu 2 385wkt
TR R a4 e s e 4 o =4, 97
e o] 22l o] &R Al 2o ZH, A4
g GAE Fall 719olut Bl =] FHato] 344
= A F ok AA, DA s 2R
UHHste =724, =& HAE AA
ot 572 482 T itk gAY 7t
e k2 4 2l S 719 %
LOV} o] FolxltkE Holn, ofzigt 47
7P A wrdete 3k kR R &
U%(Jeesha and Purani, 2021), #2129
22l 7 ] TR AR %
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(e.g., Wang and Chaudhry, 2018: Wei, Miao
and Huang, 2013: Zhang et al., 2020)

HEAQ 229 g ZUEQ EdoluntolA =
o tet see] o

o oldd 7lse
e 55 Z,:H]X}Oﬂ AH] 2 gl 59
B o} Abztel e AMS A B T& Al
2 AH 2~ 38 £ F JH(Gu and
Ye, 2014; Zhang et al., 2020). YA o] w2
W 2HAkE F2 AlFeIU A 2] dief v - Ert
_7.:/\31_?. ﬁ?;jlﬂ}iu} o}\,]g} u].Z:/\g}_C,L 71164_% i&%
g 229 gHE A (Gu and Ye, 2014).

oj9} #HlE HZo| AFAHEE AR FHo| F
AR el tiek A2~ 3 5Ee ojyet, 34
Q2o e wle Fal aHAte] A4 33
/ﬂ U]—}—C’ XH:TLUH 4 ] -'OU-ZJJHO] Oﬂtﬂ:o U] 2l —’F
Aths A+277F 99t (Gu and Ye, 20145 Li et
al., 2018; Xie, So, and Wang, 2017). &3
AgAF= 2kl el tig #ae] i$
g vzt ERES g3t A AE B oy
THAO| L FAQ] el BRHgto RN AH|
A AL g A dEe AT F vk
o1&t tH(Lee and Cranage, 2014 Levy,
Duan, and Boo, 2013).

SpANE, o] AT Abe kY] gilo] FA A<
FFE 1A e 294E Buddt(e.q.,
Wang and Chaudhry, 2018; Wei et al., 2013).
oZ E°], Mauri and Minazzi(2013)& &H#}
2l 5ol gk Agx1e o] sHlo] g oo £y
Aol G mATE AL AN T3 Ao
o APAT= A7t 2Bk 2l FAld] B
7HQl1ste TS dfoF b (Li et al., 2018), &H|
AE st A2 o7 gk sk

=
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off Ol ox 2 W
oo L 4 of :(m
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HQlske gilo] Fasithe 235 Hust3itH(Guo,
Barnes, and Jia, 2017; Wei et al., 2013).
Wang and Chaudhry(2018)& F#H3t g2¢]
U @ed] HE UlEs HEshe AL 05
Ape] 22l B A Aol FE4 o
A 7 site 235 Easield

olA# 7HRIstE #ejAt @] niAE AFatl F
Qe A7 A Rasa 9loey(e.g., Guo et
al., 2017; Li et al., 2018; Wei et al., 2013),

T F84d mA e dFgE TS A= FEst
A gk, spARE, 22l B Ede BRE e
A v A RRE BT w2 ATollA
= 2R BA Ak oAb o A= dFFE
ARete 2 A 2AE B e Bl
T A ¢ ﬁ“"] A e G olYe aHE
ZAshe AAZA daf stz gt

Il. OIEH Hid ¥ 74

2 ZoAe AYFHA o8 7o R AR
o go] i &4 mXe 4P olde &
#e 2-ste AR AFA 294 dg 7
Mdstuzt ek, AFRdL of (Figure 1)%

otk PAHOR Aol
AR gol 2 F§4
HaE AA L, oleld FHA Eatel FA
B4 9Ia) R Y 29S )R
S33 59 Fuel 28 ENE g5

BN
Lo N
i o pok b

e [
oy

3.1 Mel7ad ol

#8534 ©]&(Schwarz and Clore, 1996)¢l
M2, AFES F7l A5E AHste d 2L
g QA A HEE SAA R Frieke vERIAE
7, Zagk QAAH|Go] gades AR
& Z7}etH(Schwarz and Clore, 1996). &4
T= ?ﬂw"r% 3= AFote aQle A7 S )
k= A st FAA & 2 2F S|

E=(Whittlesea, Jacoby, Girad,
97] A& 2&(Novemsky et al., 2007),
(Zajonc, 1968)°] AgF3ddl 544
1t HauEslth AdA SHoA e
d& X8 oW &4 (semantic) AW
o] F+& ¥ At e.g., Labroo, Dhar, Schwarz,
2008: Lee and Labroo, 2004: Whittlesea,
1993). ]*E* E0], AHAE A2 HHE HH b
BHo® wZH ALY, on] # HHE 715t 9
: ‘Ho AEE QAsta Aelshe A oA

Ae A2 A9
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&Mom
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—{o
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HEA MEE

H2| K} e =2 S8
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FH Zxd
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(Figure 1) 7z

Korean Management Review Vol .51 Issue.2, April 2022

441



Jungwon Lee - Cheol Park

205 E XA HGo] AagozH Aol
=
o

7}2Fth(Lee and Labroo, 2004).

oA W Aol 88 olfe &
Hzke] B Eel] FES n|A]7] gioltt dE o,
Lee and Labroo(2004)= &H[A7} 458 4 S
T A AlFe] AAEE BT 2ol A%
ol EeTE, AlF tall FHAA HEE FA
dtte A Eds B, A0l v A S
2HAE FAEA oH & AA Hv EHit|
S7tetH, Y BEE FH Ao ® HrtetA €t

(Bornstein and D'Agostino, 1994; Schwarz,
2004). <& E°], van Rompay, de Vries, and
van Venrooij(2010)& 38 oo Alo]Eo|A A
THE 39 oA ¢ AU EI} ALD4E A
84 o] F7tete] sdd g 34 HErt

JEFS g F ol o|2F EUE A3 Il
dA W A ATe AvApL 3 g1
o et AP 2ol AP HE 5T 5 e
gl Al e] Mg & 9ler (Lee and
Labroo, 2004; Zajonc, 1968), 1 A3} th/dol] tf
o HlZo] A J3kE nga d5ett. uf
2hA, el 2wz #eal gio] &2
S i T dBHESE B ol Ak A3
e Mg ZH T digt gzl 3 A o
S A 4 9l Aol #ElA gl g 24
A Hees JEY FE0= oA g 84 &

A 9 vA Zolth(e.g., Sussman and

Siegal, 2003). ¥, glF W&z A=do] gAY A

AetA] Fe Hea gHe AeaAd S odskde
1=

d
24 el g =] gl Y= vE b

442

Aol A}, o3 = wew o 7H1E A
ot

M 10 Bl e FA Q4] ¥ S5E
B 4840 2949 9% 114 Aol

3.2 ZEY Mz

FEA A S FE £} el FEE 41E]
&+ A=AE orjsi, B 2 R A
ol HEFE FHARI S nFhe A7AH
£ Bl tH(Hovland and Weiss, 1951). 7414
O AR AL 2n|te] HEFE(Coursaris
and Van Osch, 2016), A5 #84 (Filieri, 2015;
Lopez and Sicilia, 2014), g ¥ 4154 (Chang
and Wu, 2014)9l 3843 9&= n|3lthe A+
235 Husiitt kA, deja @] R Al
B FEY] F84F ante] FHFE A
ARl Jgks wA 7bg/de] Atk(e.g., Coursaris and
Van Osch, 2016: Filieri, 2015 Lopez and
Sicilia, 2014).

i)

(Abrate, Capriello, and Fraquelli, 2011), =&
o Muj2 FA B aHAe 53 e AR
FA7F itk (Hu and Chen, 2016, p. 930). =,
sdo] AFetes AMB| 2~ FH9 AFHES TS
TAAQ FBBAT A& AoltH(Zhang et al.,
2020). AMH]2 3& T BN LH|Ao| figh
AMul 2 3] ko g I, Al AW, 24 B4,
BRI 2e ek t-g deo] fasithe 435
B ststh(Davidow, 2003; Sparks and Bradley,

o —
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2014). & A7+ WetoA] ol g FHejAt T FE
(e.g., A¥|z 3 8)of digk Anzte] Agde 58
o] Au] 2ol thgt A A 7]91g 7HsAdo] A,
0] TS E& Aula F4d g A E
7} Z7}8tH(Becerra et al., 2013). utehd, &€
wol T/HETE Bl g U dig A
ZH|Ake] AlE|E A F7HE Aot wEhA, il
std delA g Wg(e.g., BA, B4 d12d)o] &
Al 2B QA o] MR e G S7HE AL
2 o 4tk o] e =98 niEoR o} 7}

4% o}%’ii}.

it

A28

F9h Akl Ed FRE B gl
%—7}*1% 7hs 4ol zw} dadie e i

1 9FE MU AE A

Filieri et al., 2018, p. 136). waA,
aBAs o' %ﬁﬂ fAYeA Belxp 9
L(eg., FA AA)d o =& S /1A

e
=

T, =

W10 wl o rlo M wu

i
;

7 30 5E qtRE deiah g =) AR
H 3]

2=
T84 MAlE SHAQ 4
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V. ik

4.1 o]

B Q7oE 224 ff Z9E Egois
AdA v & 5o 2fE Fhdan. B
HolElel At YEAQ 23 BYEeln 8L
e 2l 2l AgdTolN Beel o

9l =Ale]th(e.g., Hu, Zhang, Gao, and Bose,
2019). ¥ A& doly 39 MeAGS HAa
skalr] flsf #2449 FEFE WS A& 29
dolHE Fsit. 1 Axe ta3 2o AA,
2021 2€9] anﬁ‘:“}"] AeA 78 T5E
e FHo} G/ Fojx] FAE 7 P Aok, A
sHe] 4= 8967019, 1,162,08871¢] &f77F &
£5o] At =4, 3% 89671 =& F 507<]
3492 —‘?’—‘Hi FEorgieh. a2la 5070 s
sl AA e f7E AEFst] T 147.849705 4
st lab— g0 o]9]e] Aoz ZAH 2 H o]
Elo} A5 W7t (eg., 389 15, 39 575) 20
H 2] & vlolEE A efste] 67,602719] HolHE
SEsgth £HE 71240 3 HE9} v olEl g
& th (Table 1)%} 2t}

THE Efojmntol A 2l the (Figure 2)9
2 ol Ak BN 84 Fi(ie., Helpful)
3 2lHe FeAS gt 4 g w13 g

] gl ol gt 58 ke gwol &
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(Table 1) %=l 3¢ 9 Hlo|eie] 4

N T AN i
AE Elgt w8 59 4 369 1,276
Moxy NYC Times Square 3.5 1,224 2.995
Arlo NoMad 4 248 911
Arlo SoHo 4 325 1,289
H 2"t o ~E A 4 144 702
olgo} W& 4 610 3.336
ool &35 4 264 805
48y UN IE}ZP T 2 439 853
<8 9> e 7 Bl A 2F o 4 647 1,272
Freehand New York 4 398 340
9 78 o9 4 426 2.337
Egu7l ads o9 4 201 991
7] 39 & 3 139 208
Aliz Hotel Times Square 4 287 485
AAE AFo] 5HE 3 298 989
Holiday Inn Manhattan - Financial District 3 984 928
& A2 E nfEf s 4 3.914 11,563
2o HE A 29 E B2 3 310 2.838
H[AE 9Bl X MEJ_E_ SH o gl A AF0] 3 336 1.397
C Seaport 3.5 66 166
citizenM New York Times Square 4 230 1,690
t ~didE 74 4 5,070 2,627
2= 29 E vpo] FE 74 M ZERy W E/EFI S Ao 3 293 955
°JC Ale] 9 4 169 664
DoubleTree by Hilton Hotel New York Times Square West 4 612 1,409
Q o oy wd 4 291 2.764
Concorde Hotel New York 3 122 158
24~ 78 o9 Bl A 2o 4 312 1,553
H X o9 4 124 477
olig.E 6]—?1“ 3 124 445
Al i‘%i_] 3 160 447
E%%ﬂ g 3 50 35
AgE Wl E A g2 3 685 3,517
Moxy NYC East Village 4 286 263
Mondrian Park Avenue 5 190 587
otz g A o]t 4 185 1,763
ofg o} JtEZ 3 132 1,262
Holo|dE 93 5¢l 4 128 2,280
SOFE Edo[~ & W[EERE A~ 3 185 1.168
ZAXE o JEH 93 YrE 2 94 300
U #eje] o9 5 135 499
gy <l H°H~/E]r%]i 27o AF4 3 300 1,063
EEE) EMW =9 J= B 7 5 176 935
o] Wizl 4 209 2,008
Embassy Suites by Hilton New York Manhattan Times Square 4 310 679
°X A3v ~9E vH° 2 38 153
Le Meridien New York, Central Park 4.5 240 135
t np2nte}l k= ofHl 5 128 150
&l odl 4 3.009 1,164
The Beekman A Thompson Hotel 5 287 771

A 67,602

T 3EYE g2 ol TEH AT, F2E ] 294 FL AS 9] o[Fo] FHH.

o
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=] = Al
2RO = =
i 2020 see
Q@ Helensburgh, United Kingdom {39 contributions = 56 helpful votes

Poor Hotel

“This hotel was booked for my birthday and we were supposed to have a room with a view on the 34th
floor, on arriving we advised that on a Fri/Sat night the Roof top bar was playing music until 0400hrs and
that the music could be heard all the way down to the 25th floor, needless to say we refused and the only
alternate accommodation was on the 19th floor, when checking the room omg you could not swing a cat
in it tiny is an understatement. If you are wanting a hotel that gives you views etc do not go to this one”

Read more »
Date of stay: March 2020

o 284

Helpful Share

° Response from 00gc, General Manager at DoubleTree by Hilton Hotel Mew York Times Square West ese
Responded Mar 12, 2020

Dear Weemo86, Thank you for taking the time to share your experience about your recent stay at our
hotel. We strive to provide excellent service and customer satisfaction from the moment you arrive, and we
regret this was not your experience. We apologize your room did not meet your expectations, and we

Read more =

2| A

(Figure 2) EZ0{=H}0[X Z|F OfA|

4.2 44 AHs & AT Wed] A&, 2lFe A9

He 2k @ FA o] AR E AEeta, 9Wd =2

4.2.1 FA IAA 95 Agst] A A4 st FAEA
Aake o3 2o

A dAEE 8] el e 2 S AR, EREE WS 53 2l 9ArES] F

g8t ¢4 Egrdy s B Elie 0 AE TAs EYE RS, gae AR F

Aler #2 A gl FAE B THBlei, Ng,  ®Ho] Z 157 EF dd ALE FES A8

Jordan, 2003; Tirunillai and Tellis, 2014). o B =1 2E R 714 textminerRE &4

a2]3, Kogut and Singh(1988)9] #3tA & siivh +4 #HA Eg +£5 £4517] e H
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ATE Fxst] 7Y AP= A xE %’5.5}33
(Anandarajan, Hill, and Nolan,

9} Caojuan AFEE EAHE o

o Arun AEE O]

. ¥4
IR 25
ooz
@Ndﬁq.f
3714 LabelToplcsoﬂ/ﬂ xﬂ’é‘é‘]’
G F

],

_9_
=

446

A2
gog

143} olef (Figure 3)3 #& ] FA=E
o] 713 Agksl Aoz UFE]-M

5719 —rxﬂ”

(naive labeling algorithm)
9 th, YolB Hjo]z RulL wo]=

Q9le] HolElt 59 Feze] £
Aely | 2 g2E FRo &8H)

1.004
0.754
0.504
0.254

0.004

1.004
0.754
0.504
0.254

0.004

)

[o
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=
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i

& 18]EE probable bi-gramsS 7|HFo 2
83 239 o|2S e 4 on—jr e
AZ4 (Gibbs sampling) = &85t
2E9} #ejzp w@dol 1574 Eﬂ—%gi =74
Attt 1571 E¥9 o] 53} 1l
o]& Tk (Table 2)¢ #th. #4234 E
AoEd, g 4 EZ39 v Fo] w9kon,
ezt g E¥3 EF159 HlFo] =&

= YEhg

N
-

IES _1£ OE

>
[m

(]

> % o
e o EHUO—& (2

|

it

el o |
e

minimize

v metrics:

*  Griffiths2004

CaoJuan2009

A
B Aun2010
-+ Deveaud2014

maximize

3 5 7 9 1113 15 17 19 29 23 25 27 29 31 33 35 37 39
number of topics

2

(Figure 3) &Y E=l = 24
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(Table 2) £% 22 20 & offlz S0

.. 7E HolH(N)
o ez e 2 m
SR Eﬂ ¢} D}L E‘d 01 ﬂﬁ— %‘ﬂ
. breakfast, free, coffee, good, room, food, nice, morning, included,
1| breakfast included day, hotel, buffet, hot, complimentary, small 3.039 44l
9 bimes square square, times, times_square, hotel, view, room, great, marriott, 5 597 500
-5 location, floor, time, marquis, stay, rooms, restaurant '
3 great location hotel, great, staff, location, clean, rooms, stay, friendly, nice, room, 10.207| 26.921
helpful, good, comfortable, stayed, nyc
. hotel, hotels, rooms, nyc, service, location, good, business, stayed,
4 mid_town york, price, place, stay, years, quality 3.185 436
5 staved nichts hotel, room, staff, york, great, good, location, stay, times, stayed, 5 978 984
vednis day, lovely, clean, floor, helpful '
. . hotel, subway, square, location, walk, walking, close, park, central,
6 walking distance great, times, distance, walking_distance, times_square, street 5913 617
. e room, hotel, night, rooms, noise, bathroom, floor, air, bed, stay,
7 air_conditioning sleep, shower, door, dirty, location 4,509 110
3 ark hotel room, suite, park, hotel, bryant, bryant_park, stayed, large, 3 664 514
park. bedroom, bathroom, service, stay, bed, view, nice '
e hotel, room, told, booked, stay, night, card, day, fee, manager,
J credit_card charge, booking, back, check, credit 2.671 996
room, bed, shower, small, bathroom, space, hotel, nice, bar, good,

10 room_small tv, rooms, floor, area, size 3,549 21
1 wi fi hotel, elevator, elevators, floor, room, time, wait, people, times, 9 587 173
- rooms, lobby, good, service, minutes, stay '

12 | customer service hotel, service, staff, room, desk, front, stay, marriott, front_desk, 9974|5119

- guests, property, time, hilton, member, people ' '
) room, check, desk, front, front_desk, hotel, arrived, day, ready,
13 room ready early, pm, time, back, checked, night 2635 5
14 front desk hotel, stay, staff, made, service, front, great, desk, amazing, 7194 | 99 997
- front_desk, time, special, make, back, experience ' '
bar, great, hotel, standard, views, amazing, view, room, place,
15 rooftop_bar rooftop, cool, night, restaurant, floor, food 5.370| 1934
ofle}, 15709 B HAE tdoz gi-#ga A BEYS g oR ALE g8 AolE A= A

o] et

2 ANt o] =98 EYE

T ke FA a‘ﬂ*é% 23 ok gtk An|A7t
A48 2 fe dd FAE 024 gon ggdt
Egd FHH d& F W] HEelth(e.g., FH
A WAIA]; Chen, 2016). wehA, -4 7
W ko] FA dAE Bk fsiAe AA 15
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Kogut and Singh(1988)¢] &34 A ALHIH
< 2 A7 ] H84389 ). Kogut and Singh
(1988)2 thekst Zalatd & ntedst 314 Al
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AEsigh aRla FA Adle FA LAY 9
fﬂ'a}oﬂ 2] ot J)fEW % g SAolng, A4 Ao Holde e, A
g = | Azl e 39S A &sto] FA) 44
gurek A9S B3 3 . &4 dlAl= (Table 3)3} 2t}
iv EY, R ﬂt' < A @ ougit)
utebA Zb 157 Bl tis) 2]woh defat @
A 59 Apolo] Hujghe ket FA A E

15
FAl Al =Y {|R,— M}
i=1

(Table 3) FH Ux|M =X ofA|

. . A
29 | 9% e SR B a7y
We appreciate you staying with us and
[ am a lifetime platinum member with value your loyalty as a Platinum Elite
Ly Marriott. I could not believe how I was Marriott Rewards member. Please accept
54 2| ; e ott ewards merrbet. P
WEAE | customer dlsrespected at checkin. The checkin person my sincere apologies f(.)l the Issues you | 4 gog
Be2ds | service Grace is a disgrace. I have stayed here since experienced at check-in. This is not a ‘
T the hotel opened back in the 80's but reflection of the standards we have and [
never again. hope you will give us the opportunity to
host you again in the future.
I booked 3 rooms for my family for one night. I T&az};izglclefolgzsgé iieiﬁiciigoiiiﬁilgf y(())zr
checked their site for availability and reserved r(l))vi ded i't would seem as if the secu?it
the booking under my card as they only take | . . ) " Y
9. . deposit authorized for any additional
PR B the payment once you have checked in. My dad i :
Eot A=) credit_ used his card. [ was aware of the hidden tax charges which are generally released by the | 1.912
card : hotel upon check-out is still pending the

fees however for some strange reason when I
looked at his bank statement they deducted an
addition €200 from his account!! (...)

release and unfortunately your financial
institution may take some time to process
that released amount to (...)

(...) The rooms are so clean, and we saved so
much money using the kitchenette in the room
He (picked up soup and frozen dinners for when

Dear Cheryl N, Thank you for stay in our
suites. We are glad you enjoyed your stay

1. . . and were able to take advantage of our
2HE E_E_B}o] breakfast_| " \Alzere t(;io tired to leave theﬁ{ogmt)}.l Ylo %geel facilities and amenities. Thank you for such | 0.642
Tfr:{l included V\‘Zihc iﬁf ﬁfespf;s: ;r? dy:jllizv Z;s frliI:an dley (s)taf}fl a perfect review and we hope to welcome
B L X . : you back in the near future. Regards,
The breakfast is just fine to fill your belly and Luisairy P
also kept so clean. We had not one issue. (...) Y
Great staff and reception. Best localization ever
g zejuo] 6. for an affordable price Modern rooms Very good
:_5;%] walking | breakfast 01 minute walk from Times Square |Dear Marcon L, Thank you for your review. | 0.395

distance Wonderful restaurant in the same street 2
blocks from Broadway Near metro station.
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422 1 9 Ay =24 3l LIWC(linguistic inquiry and word count)

2015 220 &g

wol 49 A FE

TFA A o]ele B W ]
Aairk. A, A s 53 59 4t
= EfojEntolA oA AlFshe FJEE
(Liang et al., 2019). =& 7Fx2] 7% MPA+
Fzelo] A 2 4319 tH(Filieria, Raguseo,
and Vitari, 2018). 4|, E&HyE 2H 84 4.3 AL
o7 2| 84 FEFE S5t Srivastava

e

and Kalro, 2019). E

rr
il
dlo
K
m

(o]

.
i
I
o}'r
R

M Lo e
il

7t Egol ® gHo] FEE & £ eSS AT

= g}\ [9)
sha gl AlA, 2l f8Ael dFE niAE AL & d7e g w
= 2ud gy B4, 2Rl 2 wE A A 2ol dR 78
s, B B, AR frd e, A, 74 R Aoz dea &

£2), EY gu|E EAUSE F715E9 0 (e.
Srivastava and kalro, 2019). 3l9 e Z5F
EfojzhtolA] HolHE 7oz SH Tt E 2,

(Table 4) Hiz=0| £MuiH

factors) & &
g A 88kt

EupolA & el o] 84 4.3.1 @l =% 297 29

lo,

o0 m
o 0%
Orv o
o =
e Y
(e} _JZ: =
me

—

olr
N
2{_‘, jg 0_>|:
o Jr Hx r ¥

|

[
rlr oo M

o T,

10

JHU e

=
o g ©
1o
o

ol
¢}
(2

st 2l 2 Heal gl
Aot BAlStHA T E3t
3329 Q1 (VIF: variance inflation

5413 mean centering)

ol (e.g., Sparks, So,

W% 239
295 | AR 48y Eglolentold 2iel i FE5E 33%
caus | 24 914 Edndy 242 59 of 2 B4t 54 mdos ¥RE AS
e gES AE |, F4 AE A A 39
2w 58 59 Egoj=nto] A oA A|F3} TEE é@%‘
8 PR Egjoj=nto] A oA A|F3} TE FAE
BRI 25 55 %A )
Ay F A3 2 AL RE B £89(2021.02.28.)7A1¢] 7|13
Bt B4 el Hit g BA
2 "o F 242 ©o] #(WC)E LIWC 20152 4
AR 2l i A 2159 #4944 (Tone) & LIWC 20152 2%, gkl
o9H tho] $ #) A gwle] ©o] £(WC)E LIWC 2015%
@ s A2} gl 34 (Tone) & LIWC 20152 4, #o] 245 44
gl &2l =& ozt 24 IS S 1, 238 ¥ AF 022
ofg) #3 o FF& SR S (le., fla, ¥IZYL, 715, 91, 23, £2)
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Bradley, 2016) AgjHake] B4 71 Eosit). uf
g Z Ao M &2 2vA 29 (Heckman
2stage model; Heckman, 1979)& &-&3}o] o]
e AL wAsATh 1594 ZdolA #eja 7
o] 3549 liet 234 ¥ 2RE v
TEsle] Z2HI(Probit) o2 HAMS(Inverse
Mill's Ratio) & AFZsiith. 22]x 287 2dd
M BAMSEE BEAMSER Frlele] BHEozH
MeREke ¢hstetazl itk & dAFddlM e 29
w7t B4 FA19 el g 7

gol EAs7] witel, 194 Z2Hl By g9
1570 EFS on] Migs A6t deja 99 &

ol M2 dEFSs B, BAUSE AEs
o A 2R 6760270 T #e 54

Tre 41,7057 019, Z2H &
2 (Table 5)sk 21},

(Table 65) Z28| 28 FAZAL}

Estimate ‘ Std. error ‘ t value ‘ p

E31 breakfast included Referenced
EJ2 times_square -.9501** .0299 -31.8131 ( 2.2e-16
EH3 great_location .3458** 0261 13.2255 ( 2.2e-16
EY4 mid_town -.0279 .0318 -0.8760 .381026
E¥5 stayed_nights .0984** .0286 3.4365 .000589
EY6 walking distance .2661"" .0282 9.4286 ( 2.2e-16
EH7 air_conditioning .6454* .0307 21.0080 ( 2.2e-16
E¥8 park_hotel -.0591 .0308 -1.9205 054796
E¥9 credit_card .5263** .0346 15.2247 ( 2.2e-16
E310 room_small .3833** .0316 12.1263 ( 2.2e-16
E91] wifi -.3564** .0338 -10.5505 ( 2.2e-16
EZ12 customer service 4220%" .0358 11.8003 ( 2.2e-16
E913 room_ready 2882** .0339 8.5097 ( 2.2e-16
E914 front_desk 1503** .0283 26.4892 ( 2.2¢-16
EH15 rooftop_bar 5019** .0292 17.2022 ( 2.2e-16
(Intercept) .0913* .0228 4.0084 6.11E-05

n(censored/uncensored) 67.602(25,897/41,705)
Log likelihood (LL) -41,329.17
Chi-squared test 7326.944"

*p(0.05: **p<0.01
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(Table 6) B2 7|ZEA X HaA 24 Z1HN=67,602)
1 2 3 4 5 6 7 8 9 10 11
L. 2 84 1
2. A 944 -021%] 1
3. 34 59 .038**| 065 1
4. 39 8 009 | -.096™ | 208" 1
5. P4 %4 =216 1617 | .084™ -.061* 1
6. 44 T A% | 1737 -.081%F | .086* 217028 1
7.9 34 =010 | 1417|291 -.193™ | 285" .090* 1
8. i ©o & 226 | -.012" | 021" 0617 | -.217 183** | -.009" 1
9. R A | - 1817 128" | .046™ -.083™ | 637 -.004 2027 244 1
10. &9 g} £ .000 138%*] -.088" -.244™ | - 229" - 4227 | - 074 062 150" 1
11, 9 2944 | -.081" | 111%*| -.103" -.256™ | -.051* =567 | -.084" | -.099" | -.006 83| 1
A4k 0 0 2 38 1 20 3.36 5 0 0 0
Aizk 189 1.99 5 5,070 5 6,745 5.00 952 99 451 99
Bt 93 0.58 3.75 | 1,223.28 417 | 1,907.21 4.21 129.76 82.51 |46.24 | 70.31
EFHA 1.87 0.38 54| 1,568.12 1.14 | 1,297.41 30| 111719 | 25.350 | 44.59 | 35.44
p(0.05: **p<0.01
V. 2MZ, 28 AW A3, 2A5F] 371855 3
QA4 AR K84 VA 294 Gl B
He Ao UsEthB = .0699: p(01). AA,
5.1 7hdd3Znt 2d(4) 8 B3l M3 A5 2%, 54 Rt
kS FA QAo i 896l DA 9T
SELEEREEEL 7}4—:_1% AST A% ol 4eEe Ao Yehdth@ = 00051 p(01).
& (Table Y3 2tk 4, AgAgs 4 webd 7Md3e A4 |0 v 2 (5) A &2
] el e BN T AoR e B AER8T NGS RYs AR dNINE
o, o)e)d A 431904 =@ A% ol WA FMel BF AR =Hoint,
degel ZA3ie] Han 2 RIS FA B
Ascks AL duidtt S HEF A 5.2 AN AB
thest 2ok A, 2d()E 9 S A5
A3, FA AL 2 F8Ad AN dF &AM e F57E 44 M9l Ge., =0)
< A AoE U (B = .0554: p(05).  WellARt AFE e Aol e 27 AgH ol
wEbA, 7HA1E A7 =9l 24, BH(3)S B EAlste A A SAHoR AAA s EY
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(Table 7) 20/ 3|7 EAZn}

HeE (1) (2) (3) (4) (5)
N, 0554 0631 0629 0779 0768%
FA 4AA
(.0262) (.0264) (.0266) (.0266) (.0266)
JE— 28407 1019 29527 1451%
o (.0548) (.0851) (.0548) (.0858)
[ ~00003** | =.00003** | -.0001"** | -.0001***
= (.00001) (.00001) (.00001) (.00001)
e o1 e 0699 0576%
A G - 2d S (.0252) (.0255)
o1 ) —o 000057 | 00005
A (.00001) | (.00001)
28 34 ~ 2609 | -.2643"F — 26427 | -2635"% | -.2635°
e (.0072) (.0072) (.0072) (.0072) (.0072)
% A7l -.00001% -.00001 -.00001 -.00001% -.00001
4§ A (.00001) (.00001) (.00001) (.00001) (.00001)
S 18197 13067 12997 1308 13027
et ew (.0225) (.0235) (.0235) (.0235) (.0235)
2 go] = 0018% 0018% 0018 0018 0018%
e (.0001) (.0001) (.0001) (.0001) (.0001)
g8 7% 002177 | —.0022°F | —.0021°°F | -.0022%* | -.0022°
ol (.0003) (.0003) (.0003) (.0003) (.0003)
99 go] 2 00107 00097 00097 00097 00097
- (.0002) (.0002) (.0002) (.0002) (.0002)
A ~0021% ~0022** ~0022** ~.0022* ~0022**
HE e (.0009) (.0009) (.0009) (.0009) (.0009)
Ho] 24 w2 1188 11837 1178 11787 11747
T Ee e (.0139) (.0139) (.0139) (.0139) (.0139)
EEERIGEES) Referenced
0 05 (olo ~0143 -.0166 - 0176 -0184 -0191
A% 24D (.0202) (.0202) (0202) (0202) (.0202)
P -0105 -0103 - 0113 —011 - 0118
A% #20=) (.0205) (.0205) (.0205) (.0205) (.0205)
o -.0316 -0301 -0306 -.0298 -.0302
A9 #3317 (.0264) (.0263) (.0263) (.0263) (.0263)
e 08 (22) 0088 0057 005 0049 0044
o= (.0328) (.0327) (.0327) (.0327) (.0327)
e 08 (5 28507 29027 29007 2888 2887
Teiwe (.0236) (.0236) (.0236) (.0236) (.0236)
Tnverse Mill's Ratio 1821% 21417 2166%*F 22017 2218%
(.0343) (.0350) (.0350) (.0351) (.0351)
(Intercept) -1467 - 3269 -0505 -.3231%* -.0964
(.1247) (.1368) (.1693) (.0351) (.0351)
Log likelihood (LL) ~49.165.55 | -49.140.17 | -49,136.14 | -49,129.31 | -49,126.62
theta 2.01097% | 2.0233"* | 2.0259" | 2.0276"* | 2.0293"*
(.0499) (.0504) (.0505) (.0506) (.0506)
AIC 98,363.11 | 98.316.34 | 98,310.27 | 98,296.61 | 98.293.24
Max. VIF 2.35 2.38 2.99 2.62 3.05
N 41,705 41,705 41,705 41,705 41,705

()09 %S RE9AE o
*p<0.1: **p<0.05: ***p <0.01
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(Table 8) EHl 3|7 2MZ1}

EE 6 ) 3) @) (5)
A A4 10938 10983% 1004% 13177 13157
(.0481) (.0486) (.0486) (.0491) (.0491)
[ 5658 2327 5895 3188%*
= om (.0986) (11544) (.0986) (.1555)
R Z.000047F | -.00004"* | -.0001°** | -.0001**
= T (.00001) (.00001) | (.00002) | (.00002)
A 9A4 « 59 §F (0450 Lot
FA A8 - 2d TR (00002 | (00002
S TAAATTF | —44967F | -.4492°FF | -.4485°*F | -.4482%*
e (.0140) (.0141) (.0141) (.0141) (.0141)
Pyp— 200017 | —.0001°** | -.0001"* | -.0001"** | -.0001"**
° (.00001) (.00001) (.00001) | (.00001) | (.00001)
[ 23067+ 14567+ 14317 14457 14267
ot W (.0412) (.0431) (.0431) (.0431) (.0431)
5 o] = 0034 00347 00347 00347 0034
e (.0001) (.0001) (.0001) (.0001) (.0001)
. Z0046°F | —.0047F | -.0046"F | -.004TF | -.004T"*
e (.0006) (.0006) (.0006) (.0006) (.0006)
o ool = 00227 00197 00207 00207 00217
v (.0004) (.0004) (.0004) (.0004) (.0004)
> S00477 | —.0048°F | -.0049°** | -.0048"F | -.0048%*
HE s (.0019) (.0019) (.0019) (.0019) (.0019)
rol 24l w3 1683 1673 1663 1673 1665
T Ee e (.0253) (.0253) (.0253) (.0253) (.0253)
SRR EARES) Referenced
0 oo 044 ~.0448 ~.0462 =049 0499
A% #2(AD) (.0371) (0371) (0371) (.0371) (0371)
oo e ~0179 ~.0132 0139 0146 0151
A9 #20H=) (0378) (0378) (0378) (0378) (0378)
o 0796 0739 074 ~.0742 0743
A9 #3917 (10478) (.0478) (.0478) (.0477) (.0477)
I 0052 ~.0089 ~.0095 -0111 —0114
A #R(ER) (.0596) (.0596) (0596) (.0596) (.0596)
9 9(52) 4725 4815 48147 TR0 AT
¢ tita (.0445) (.0445) (.0445) (.0445) (.0445)
Inverse Mill's Ratio 24127 2864 2895 2956 29767
(.0639) (.065) (.065) (.065) (.065)
(Intercept) 71807 2744 7906° 2838 7006°
(.2478) (12695) (.3263) (12694) (.3268)
Log likelihood (LL) 57.593.39 | -57.570.48 | -57.567.15 | -57.659.68 | -57.557 61
Wald Test 534387 | 5385.8°* | 53924 | 5408.7°* | 5412.6°
Max. VIF 2.95 227 3.14 278 319
N 41.705 41.705 41,705 41.705 41,705
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