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How can a platform company… “infuse order” 
(Williamson 2010) in the platform?
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But what is trust?

INTRO  >  VARIABLES  >  STUDY 1  >  STUDY 2  >  STUDY 3  >  STUDY 4

“the belief that the review platform can be relied on 
to fulfill its future obligations, to provide accurate 
information, and to behave in a manner that will 
serve the consumer’s needs and long-term 
interests.”

… and how can it be built?
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“Identity Disclosure”

Perception that reviewer is genuine and believable (Ku et al. 2012; 
Melumad and Meyer 2020)

Cognitive shortcut to process information heuristically (Forman et al. 2008)

Can governance mechanisms substitute for Identity Disclosure?

Require reviewers to disclose their name, location, and picture

Privacy issues (Martin et al. 2017; Zhou, Lu, and Ding 2020)

Positivity biases (Deng et al. 2021)

Consumer liability
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Examples Identity Disclosure:
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Identity Disclosure may lead to legal actions against reviewers 
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Governance Mechanisms

Theoretical Mechanism Platform Action

Monitoring Monitoring of authenticity of reviews 

(manually, algorithms)

Sanctioning Public exposure of firms propagating fake 

reviews

Community building Build community by connecting reviewers 

and consumers

Status endowment Accord status to reviewers by awarding 

badges of credibility

Firm Mechanisms

Reviewer Mechanisms

Wuyts and Van den Bulte 2012 ; Grewal, Chakravarty, and Saini 2010; Heide and Wathne 2000; Heckathorn 

1990; Obstfeld 2005; Bart, Shankar, Sultan, and Urban 2005; Hu and Van den Bulte 2014
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Examples of Platforms’ use of Governance Mechanisms
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Studies

• Study 1: Practices in use

• Study 2: Testing our theory

• Study 3: evaluate practices and content

• Study 4: establish process evidence

• Study 5: explore salience of practices to consumers
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Yelp Edmunds Trust-

Pilot

Angi Tripadvisor Health-

Grades

Good-

Reads

Nextdoor Glassdoor Apartments.

com

Monitoring
         

Exposure
         

Identity 

Disclosure
         

Status
         

Community
         

Study 1: Popular platforms use these mechanisms—to varying degrees
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The use of these mechanisms is associated with platform success

• Popular metrics to determine platform success

• More successful platforms use more of these mechanisms

** p < .01; * p < .05; † p < .10

Metric

Domain Authority **

Alexa Site Rank *

Backlinking Domains (log) †

Organic Traffic (log) †
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Study 2: Testing our theory

• Conjoint experiment (Consumer Lab)

• Platforms as “scenarios” described by 5 “attributes” with 2 “levels” each

• Fractional factorial design (half fraction of 25 design)

• 365 respondents evaluate 8 scenarios each: 2,920 trust ratings

• DV = trust in the platform (benevolence & competence trust)
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Hypotheses

H1 – H3; Main effects

Mechanisms increase consumer trust in the platform

H4 – H5; Interaction effects

Firm and reviewer mechanisms decrease the positive effect of identity disclosure 
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Example of a Scenario
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Random Effects GLS regression: Effects on platform trust

IV Coef.

Monitoring .489 **

Exposure .344 **

Community Building .264 **

Status Endowment .317 **

Identity Disclosure (ID) .210 **

ID * Monitoring -.008 

ID * Exposure -.059 **

ID * Community -.045 ** 

ID * Status -.024 †

Age -.141 **

Gender -.067

Trust in reviews .095 **

** p < .01; * p < .05; † p < .10  
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Study 2: Identity Disclosure Has Substitutes

• Identity disclosure is weaker at building trust than the other four mechanisms

• The weaker effect is likely due to positivity bias that enters when identities are known

• Positivity bias likely results from discomfort with honestly sharing negative experiences

• Identity disclosure is weakened (by >75%) in the presence of the other mechanisms

Identity disclosure is not necessary in the presence of governance mechanisms
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INTRO  >  VARIABLES  >  STUDY 1  >  STUDY 2  >  STUDY 3  >  STUDY 4

Key Takeaways from Research

• Legislation and rule updates are needed

• We advise review hosting platforms to adopt the four trust building mechanisms

• We advise selling firms to work with review platforms that have adopted these 
mechanisms

• We advise not to impose the practice of identity disclosure on reviewers, because 
even though it increases consumer trust, it also has some negative effects:

1. Introduces biased responding

2. Carries privacy risks for reviewers
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Thank you.

Ben B. Beck
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Studies

• Study 1: Practices in use

• Study 2: test of hypotheses

• Study 3: evaluate practices and content

• Study 4: establish process evidence

• Study 5: explore salience of practices to consumers
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Study 3: Practices vs Content Characteristics
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Study 5 Results

Variable β Z-statistic

Monitoring 0.454 *** 19.44

Exposure 0.352 *** 15.01

Community Building 0.189 *** 8.08

Review Consistency 0.160 *** 6.85

Status Endowment 0.154 *** 6.58

Number of Reviews 0.134 *** 5.72

Identity Disclosure 0.094 *** 4.01

Display of Expertise 0.085 *** 3.63

***p < .01, **p < .05, *p < .10., nsp > .10
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