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Consumer Reviews vs. Expert Reviews: A Study on the Effectiveness

of Online Reviews from the Perspective of Regulatory Focus
SUN Jin, CHEN Jing
(School of Business, University of International Business and Economics, Beijing 100029, China)

Abstract: Prior research showed that online reviews have become an important factor for consumers to purchase products or
services as a new element in marketing. Based on the Accessibility Diagnosticity Model and Regulatory Focus Theory, this research
investigates the effect of different online review sources on brand evaluation and purchasing intention. Two experiments were pro-
posed to examine the moderating role of self-regulatory focus and mediating role of perceived diagnosticity on the relationship between
online reviews and consumer behavior. The findings indicate that when consumers are in the promotion-focused state, ordinary con-
sumer reviews are more effective than expert reviews to lead more brand evaluation and purchasing intention; whereas those in the
prevention-focused state, expert reviews are more effective than ordinary consumer reviews to produce favorable brand evaluation and
purchasing intention. The outcomes occur because fit enhances perceived diagnosticity that account for the mediating role in the rela-
tionship between online reviews and brand evaluation and purchasing intention. The study integrates theories in different fields and
broadens our understanding of the impact of online reviews from different sources on consumers, and the research conclusions have
implications for how marketers manage online reviews.

Key words: ordinary consumers’ reviews; expert reviews; self-regulatory focus; perceived diagnosticity; purchasing intention
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