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The Effect of Community Identification and Customer
Knowledge on Negative Word-of-Mouth Receiver’s

Purchasing Intention and Information Communication
Student: Tzu-Hao Huang Advisor : Dr. Jen-Hung Huang

Department of Management Science
National Chiao Tung University

ABSTRACT

As online community websites arising like Facebook and Plurk, speed up the
spread of Word-of-Mouth and the influence become powerful than before. More
enterprises start choosing this channel to promote their new product and service.

Depending on the reference, take negative Word-of-Mouth as research
information source. The purpose of this research is to find out the effect of community
identity and customer knowledge on purchasing intention and information
communication. With different condition on information receivers, there are
difference on reflect of purchasing intention and information spread intention.

Using regression method to analysis, the result came up as following: (1)
Community ldentification has no impact on receivers’ purchasing intention, but has
positive impact on information communication intention. (2) Customer knowledge
has positive impact both on purchasing intention and information communication.

(3) There are no interactive effect between Community Identification and Customer

knowledge.

Key Words: Word-of-Mouth, Community ldentity, Customer Knowledge
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AR RIANT AR o T BB RRIE S BESTE R DT TSR

MR KREL T IHTN 0 2 - A MmiBigaE 5 (Gelb & Johnson, 1995) -

g v M (Electronic Word-of Mouth, f§ £ eWOM) e & & @ e B ke &
AHDPFHFLLT oL R HV AR RN B2 RO N LA
His iy %""ﬁ(Henmng Thurau et al. 2004) = & 3355 A B dp 2t > A Pt g g
2P p AT PX A N R R R o bldes 2% (online review) 0 T
H_F e enie ik o M (eWOM) 2 £.(Online WOM, #§ % oWOM) (Duana et al. 2008) °
PROMBPILEFEFE - B fEDRAR R AL EL D i CRE=t T
FooRHA KA BERNETA S
2004) -

7 W% & 573 (Henning-Thurau et al.



2.1.3 v A
A WOM)# 4~ % & o v M (Positive Word of Mouth, & # PWOM) ™ 2 § & v
74 (Negative Word of Mouth, # 4= NWOM) = & & v 2 (PWOM)4p 17 &% i §t & #>¢
AfFNRRP DR FHE AL TG anER o § oo oC A (NWOM) RISt
%%&*?Q%E“Pﬁiiﬁ N N Tf] Polg B 2 % ¥ A (Singh, 1990)
BRI RS E TR E LG AL PR SR DR L e
PHALTHSEERNART HTH BT AP

i % ;% (Richins, 1983) -

2.1.4 v Mg R4
B AL AEET R ARBET RSP L L ERIRA 2 A4 (Traylor &
Mathias, 1983) < B4 8 ¥ /5 < 87 0 M0 § & E & A SR B o AT
7 48 % R4 (Arndt, 1967; Richins, 1983) @ & & v M i@ 50 ¢ ﬁ M
BEFEDFHR LT LEGER < Day(197TD) a7 3 ¢ » dpd» BT %R
A FEp e 2R LR He A REEAREL L 6 SR Pk
AR L FBY FHORFT A B LIE -
Wp g o WO AR 7 R 75 2 & & > Singh(1990)4p &) g
ERE e r AN E#EFEF2m Lol @y oW B
i

B R T B e 12 dhi o8 8 R o g R g%

g%
i
fF
e
X}

= JF % (Richins, 1983) » 7 HiF & 3% L fhehiered &0 § 57
Foo PERHS A LB A AR R B R B Bl
ek om0 i L B4R (Sender) & i A 317 F 2 SALFE e ok gf 3 7

B S AL E R RN o BT AR R - L L



CELGTRRIES A N A SR F T 4 403 o

FRLARFHAPARE L B SRPRRY T TS O B R

FLEFAFEIHPA BRI L L L bR F L2 FHNAELT L 2o 1

2 M Bk £8 ¢ %1% (Cheung, Lee & Rabjohn, 2008) - 4 i § & #ft
PR A S CTERP LR AAL AR BPEA RS B B A

i BE RERERRN AL & 3 T FF: M Mb%G~ENnF 2 A
s B BT R FE - B A A (perception) ~ R FiRE (40 TV)
R E R w enE 3 % (Goldsmith & Horowitz, 2006) o » ,T&{EFL;* WE ‘ﬁ B
WPER A PE o eI R FRKF i A L - Thorson & Rodgers(2006)
Ap et AR B2 E LA HREESFIT S A T AT AL RIS

(persuasive effect) °

PR FAAERRASL G v AP0 § 5350 1w 5 A ST e dnEi e
Burzynski & Bayer(1977)s#= T dpdi » #& 5 R Feh 4 LY wdic R ¥

Tw T g TR MR

mh

Fa e R =i o 2§ p o RRMEE AR
AELF G CRAFE R G RS R R I G T Fp A
B rengE o f o o MR E4 Qg 86 v s 8 (Arndt, 1967) ©

TR B R DR T MR G R M E G R %% (Park & Lee, 2009) 5 &
FERT R F RS L T ARE G HETd 2 R & (Wright, 1974; Herr et

al., 1991) -

2.1.5 v M@ 4
1995 & Sundaram & Mitra(1998)F 3 i} § ¢ @42 ~ f & v B b4

BT 7m% o 0421



& & v A4 (PWOM) g & oA (NWOM)
It 7 % (altruism) It 7 % (altruism)
p #358 iv (self-enhancement) 4 (vengeance)
A&~ 42 & (product involvement) < E g (anxiety reduction)
Het &% (helping the company) #F & A (advice seeking)

309-1: v AR @ E AT

Wt 2@ r @B aRE e v AP & Zf & o A (NWOM) > @
#HH (sender) 3 L Flsb e §led s A chz Bk @A L7 f 6 v B L R

B A R R BRA SRR KB E @R 5 or A S kR

=1

EELGEBEA RPN G S R RE B Pl KR - | i

o

2.2 HepLAtE

2.2.1 RBALFE2 T &K
7}3&%33]:‘.»—*314'?1)1——]]#:‘“7&}{ LGPES i/éftﬂ?‘“?vﬁ““ﬂﬁlf%i\;{g’ﬁ
rRPem BEA Az BRI BREAFEFAT B AH R L5

ARTFIRSRL AR EAEAIT L L R AR ApT A R Nt e 2

A

2 WA € & 73D % = F97 (Third place) s > s A “,’T‘. B I

- ##f (First places) dp e & A F> M % % = #-%7 (Second places) w2

FhOFEFZBHAT VARG AP EREXF DR F (Oldenburg, 1997) < =

10




o

Ly Rep 2§00 2 G PR e W g AR

A A R Bt e ﬁm%'%TP’ﬁiﬁﬁl EE %2 el
ML PR R > A B R T IS S AE R AT A LS

FRFRI AN APeRAFEI LR EEOA PEERERIT pRB ALY

> 4 (Adler & Christopher, 1998) -

FERZPRAFDLL LA A ERELIOR P BAEFFR

I b TFE NPT REE DR fROE Bl a AAES R L I B A H I
mE AR AT R THE B4R A% 22 24 (Armstrong & Hagel,
1997) c b#ene S R d S R AL ik MBI d v p AFBEZ SR gpteh
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2.3 AFRR
2.3.1 A¥FERF hTK

w128 R Tajfel(1978) e H A+ € 30 32 3#% (Social identity theory)® # 7%
FRAFEDCFHEFTBEMS LT AT S R Ap TSGR
ZIAPHE B AR L BRBF AR -Tajfel £ 2%k Ep LB
B S LAY - | Adndre 2 JARE R @S R TAL € Sk R

oo BALEIRMPIEAIRGIRED THZ B & F Arles:

1. 3x4ven® 4 (Cognitive Component): BREp 2 € 3 % W 3toi- 44¥ > 7
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2. FR % % (Emotional Component): ¥*tAr¥FenfiFg 7] » i » 2K € £
FNEFET AAAEOLH -
3. 3% & % (Evaluative Component): # ¥ ¢ PR A#Eq iy g o
Turner(1985) AI32 5 B A 32l HAL € SRl BF & 5 @ B0 Byo g B A $3040
HORLP AR AF ¢ RRHAAFEH A IH] 537 B EAENHE S
Roemile Ribrbrde = > Lt T APR 2 g 5 7 i FHAAFINE 3 o FRt HAL
FRLR g A MV S AR g || F AR - RIS XA 4 5 7] ingF
BR EAHAFENLBER L AL TN P FELAT B A T i FAE A
e d s Bt B F e GuA AR g p A g (Self-concept) i 3. - f
AFEE AR REL FRD@EN 75 g AR FRE P AEARRE D

% % (Riketta, 2005) ©
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o e g ;ﬁgﬂﬁ 29 FHAppED dofe K8 P (Friestad &

Wright, 1994) - BRfEg EeorRr ol i A e BB EE R R ‘ﬁ
PR o FrE T IR LMY A SR IRIFHETE T A H P R B E Y
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14



MG R P EFHNASORELR I - WA H G A A S
BFERMAE RS > S AETHASE AR AR AT A R

F o HES PER 2 % enisk o At AEENIEE Bind ikt e A o

2.4.2 i % % woih g

ad
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5. ékjﬁﬁ;‘g;@‘}?ﬁ_%izpéi&ﬁv—%&% M .‘&Ié?l(2009)

6. i LA R L

g

3.4.2 3 ¥ i s

i irr (A g)enE & 5 %% Brucks(1985) ~ Rao & Monroe(1998) ~
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33 9. 4494 . 92891 158

i1 B 2.2708 1.14900 24

[ 4.7639 1.13763 108

B 4. 8561 1.15213 132

Bt ® 9.4512 . 90131 82

[ 0. 0721 1.10536 208

Bt 9. 1793 1.07613 290
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% 4-19 % E% B4 (MANOVA)

Source Dependent Variable Type Il Sum of Squares df Mean Square F Sig.
Corrected Model PEY R 47.100% 3 15.700 7.703 .000
v B R R 30.898" 3 10.299 9.697 .000
Intercept PEY BB 2903.239 1 2903.239 1424.487 .000
v B R 5623.268 1 5623.268 5294.187 .000
A F L PEY B .256 1 .256 126 723
v BAE R R 10.274 1 10.274 9.672 .002
Wy % Frgds PLY R 41.570 1 41.570 20.397 .000
v B R R 5.042 1 5.042 4.747 .030
ALF LR K R % o MR AR .032 1 .032 .016 .900
R B R R 1.907 1 1.907 1.795 181
Error PET LB 582.895 286 2.038
v B R 303.777 286 1.062
Total PET BB 4323.875 290
v BAE R R 8114.000 290
Corrected Total LY AR 629.996 289
v BAE R R 334.676 289

a. R Squared =.075 (Adjusted R Squared = .065)

b. R Squared =.092 (Adjusted R Squared = .083)
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4 4-20 MY REE P A1 (ANOVA)

Type Il Sum of

Source Squares df Mean Square F Sig.
Corrected Model 47.100% 3 15.700 7.703( .000
Intercept 2903.239( 1 2903.239| 1424.487| .000
AT 256 1 .256 126| .723
«ﬂ 7 ifr’*‘k 41.570] 1 41.570 20.397( .000
ALF LR K R 032 1 .032 .016| .900
i

Error 582.895| 286 2.038

Total 4323.875 290

Corrected Total 629.996( 289

a. R Squared = .075 (Adjusted R Squared = .065)

%421 vRARBHF IO E IS (ANOVA)
Type Il Sum of

Source Squares df Mean Square F Sig.
Corrected Model 30.898% 3 10.299 9.697( .000
Intercept 5623.268( 1 5623.268( 5294.187| .000
AT 10.274f 1 10.274 9.672| .002
«ﬂ 7 %fr’*‘k 5.042 1 5.042 4.747( .030
M EE XK %”’ 1.907 1 1.907 1.795( .181
Error 303.777| 286 1.062
Total 8114.000| 290
Corrected Total 334.676 289

a. R Squared = .092 (Adjusted R Squared = .083)
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