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ABSTRACT

Social media has exposed consumers to considerable amount of information 

and misinformation. Different factors such as perceived risk, trust inclination, 

argument quality and information usefulness tend to impact the information adoption 

process. Therefore, it remains pertinent to examine how information is adopted by the 

consumers before opting for an actual purchase. The study focuses on how electronic 

word of mouth (eWOM) source credibility effects perceived risk and information 

adoption. Furthermore, perceived risk effects on argument quality and information 

usefulness are also examined. Trust inclination has been introduced as a factor which 

would have a positive effect in the information adoption process. Additionally, 

sequential mediation effects of perceived risk, argument quality, information 

usefulness and trust inclination have been estimated among eWOM and information 

adoption. Positivist research doctrine has been deployed in the study using deductive 

approach. Survey research design was used, and the data was collected from 377 

Pakistani respondents who had undertaken online purchase. Model estimation was 

conducted using Structural Equation Modelling (SEM). The findings of this research 

demonstrated there is a strong causal relationship between eWOM and perceived risk. 

The findings also revealed that perceived risk positively influenced argument quality 

and information usefulness. Moreover, sequential path between eWOM source 

credibility and information adoption with the mediation role of perceived risk, 

argument quality, information usefulness and trust inclination have been accepted too. 

The study contributes to the theory by integrating eWOM with information adoption, 

while practical implication of the study is helping organization in designing their 

digital marketing strategies accordingly. Future studies are recommended to extend 

the framework in different manufacturing or service sectors.
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ABSTRAK

Media sosial telah mendedahkan pengguna kepada lebih banyak maklumat dan juga 

maklumat yang salah. Faktor yang berbeza seperti tanggapan risiko, kecenderungan 

kepercayaan, kualiti hujah dan kegunaan maklumat cenderung untuk memberi kesan 

kepada proses penerimaan maklumat. Oleh itu, adalah penting untuk mengkaji 

bagaimana maklumat diterima oleh pengguna sebelum memilih untuk melakukan 

pembelian sebenar. Kajian ini memfokuskan kepada bagaimana kredibiliti sumber 

elektronik dari mulut ke mulut (eWOM) memberi kesan kepada tanggapan risiko dan 

penerimaan maklumat. Selanjutnya, kesan tanggapan risiko terhadap kualiti hujah dan 

kegunaan maklumat juga dikaji. Kecenderungan kepercayaan telah diperkenalkan 

sebagai faktor yang akan memberi kesan positif dalam proses penerimaan maklumat. 

Selain itu, kesan mediasi berurutan tanggapan risiko, kualiti hujah, kegunaan 

maklumat dan kecenderungan kepercayaan telah diramalkan di antara eWOM dan 

penggunaan maklumat. Doktrin kajian positivis telah digunakan dalam kajian ini 

mengikut pendekatan deduktif. Reka bentuk kajian tinjauan telah digunakan, dan data 

dikumpulkan dari 377 responden di Pakistan yang telah melakukan pembelian dalam 

talian. Penganggaran model dilakukan dengan menggunakan pendekatan Permodelan 

Persamaan Berstruktur (SEM). Hasil kajian menunjukkan bahawa terdapat hubungan 

sebab-akibat yang kuat antara eWOM dan tanggapan risiko. Hasil kajian juga 

menunjukkan bahawa tanggapan mempengaruhi kualiti hujah dan kegunaan maklumat 

secara positif. Selain itu, laluan berurutan antara kredibiliti sumber eWOM dan 

penggunaan maklumat dengan peranan pengantara tanggapan risiko, kualiti hujah, 

kegunaan maklumat dan kecenderungan kepercayaan juga diterima. Kajian ini 

menyumbang kepada teori dengan mengintegrasikan eWOM dengan penggunaan 

maklumat, sementara implikasi praktikal dari kajian ini ialah membantu organisasi 

merekabentuk strategi pemasaran digital mereka dengan sewajarnya. Adalah 

disarankan kerangka kerja diperluaskan di sektor pembuatan atau perkhidmatan yang 

berbeza dalam kajian masa hadapan.
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CHAPTER 1

INTRODUCTION

1.1 Background of the Study

Through the inception of mass media, customers have been extensively 

exposed to different kinds of advertisements. This exposure was deemed to be fruitful 

for the consumers as they were attaining significant amount of information about 

different products and services of the firms. But, contrarily, the information 

bombardment has made decision making difficult for the customers. Due to extensive 

information attainment from numerous sources, decision making process became 

critical for the consumers, hence consumers started exchanging their experiences and 

opinions with each other. This entire phenomenon is called word of mouth (WOM) 

(Arndt, 1967). Different researchers like Feldman & Lynch (1988); Engel et al., (1969) 

and Bone (1995) considered WOM to be of significant importance for the research 

studies since it emerged to be influential on the consumers purchase intentions and 

decision making (Herr et al., 1991; Brown & Reingen, 1987).

The studies of Richins, (1983) and Arndt, (1967) further unfolded that in the 

new product purchases, consumers often rely on WOM, since WOM communications 

are not intended for the advertisement of products & services (Sen & Lerman, 2007; 

Schlosser, 2011). In summation, prior and contemporary studies have found WOM to 

be influential as compared to traditional advertisement techniques (Engel et al., 1969; 

Tsiotsou & Alexandris, 2009).

With the advent of internet and new technologies, WOM has expanded into 

new-fangled standpoint. The occurrence of WOM in the past was confined to personal
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conversations among the consumers (Babic, et al., 2016; Qu, et al., 2017), But due to 

the inception of internet, consumers have been exchanging their experiences and 

opinions online with a larger audience. These online conversations among consumers 

about different products and services is known as electronic word of mouth (eWOM) 

(Hennig-Thurau et al., 2004). The internet has been one of the biggest facilitators of 

the WOM communications.

Several researchers pointed out that WOM executed on the internet has the 

propensity to spread extensively to wider audience in a minimal amount of time 

(Cheung et al., 2018). In the recent times, ample online search ventures are executed 

before buying, in which comments being posted by prior customers are given utmost 

importance. Erkan & Evans (2016) explained that customers consider rational 

decision-making once they ensure that they have searched for the respective 

product/service online. Henceforth, researchers like Hussain et al., (2018) and Cheung 

& Thadani (2012) have conducted studies to support the notion of positive eWOM 

development which has been helping the customers in precise decision making.

Electronic word of mouth (eWOM) has emerged to be a powerful marketing 

tool by the researchers (Mariani, et al., 2016; Leung, et al., 2015; Jarvinen, et al.,

2015). Cheung & Thadani (2012) explained that the numerous eWOM platforms 

available on the internet are review websites, blogs, social media, shopping websites 

and discussion forums. The domain of eWOM on social media is relatively new field 

of investigation (Erkan & Evans, 2016; Hussain et al., 2017), as prior studies measured 

eWOM effect on consumer review websites (Qu, et al., 2017), shopping websites (Park 

et al., 2007; Li & Zhan, 2011) and blogs (Lin et al., 2012; Chu & Kamal, 2008).

The determination of purchase intentions of the consumers remain an integral 

component in configuring how the notion of eWOM revolves (Lee & Youn, 2009). As 

compared to other eWOM platforms, social media platform for eWOM is considered 

relatively new; hence limited number of studies have been executed on this platform 

with confined scopes (Ek Styven & Foster, 2018; Hussain et al., 2017).
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Within the past two decades, there has been substantial shift of studies from 

WOM to eWOM (Buhler, et al., 2017; Matute, et al., 2016; Tsiotsou & Alexandris, 

2009; Wu & Lin, 2017; Hussain et al., 2018; Lever, et al., 2017). The concept of 

perceived risk was first coined by Bauer (1960), and since then numerous studies have 

adopted it and determined its relationship with consumer behaviours (Mitchell, 1992; 

Taylor, 1974; Cox & Rich, 1964). These studies have highlighted that perceived risk 

influences consumer behaviors and is also indulged in the customers decision making 

process.

The studies of O'Conner (2008) and Smith et al., (2007) directed that for the 

reduction of risk during purchase decision, consumers opt for information search 

strategy. Erkans (2016) revealed that personal independent sources are considered to 

be trustworthy and credible information sources. Studies of Cheung et al., (2012), 

Zhang, et al., (2017) and Wu, (2013) have concluded eWOM a useful technique for 

reducing perceived risk in the decision-making process.

Kaplan and Haenlein (2010) explained social media as a platform where user

generated content is manufactured and shared. The creation of content on the social 

media platforms can be of numerous types. Pictures and videos on the social media are 

widely reckoned to be an effective tool for spread eWOM message. The content 

created by users can be of personal and commercial natures. Researchers like Dessart 

et al., (2015) and Canhoto & Clark, (2013) elaborated that the socially extensive 

environment on the social media provides excellent opportunity to post opinions and 

experiences of products.

Social media accounts in Pakistan are almost forty-four million (Geo News,

2017). According to Pakistan Telecom Authority (PTA), there are more than 30 

million Facebook accounts in Pakistan, LiINE has 7.1 million users, while Twitter and 

Snapchat have 3.1 million users and 0.4 million users respectively. According to 

Hafeez (2019), there are thirty-seven million active social media users in Pakistan. 

Molla (2017) reported that 36% of the Pakistani adults own a smartphone.
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Nearly, 22% of the Pakistani population use the internet (Farooq, 2018), 

meanwhile, the same study illustrated that nearly 32 million Pakistanis (16%) are 

active social media users. As per January 2018, the report of International 

Telecommunication Union (ITU), Pakistan has 30.8 million active mobile users. 

Interestingly, the social media users in Pakistan as per the respective study stated to be 

35 million (18%) of the Pakistani population.

Contemporary trends and studies in eWOM reveal that for acquiring 

information and knowledge about unfamiliar products, the utility of social media has 

been increased substantially (Westerman et al., 2014; Ek Styven & Foster, 2018). 

Considering the underpinning notion of the contemporary research studies, it can be 

clearly argued that social media networks are indispensable eWOM platforms.

The pioneering perspective provided by social media remains is the two-way 

communication by different users with each other. Furthermore, a novel horizon of 

communicating within the network is essential for determining worth of eWOM 

communication. Unlike other eWOM platforms where the information was being 

posted by anonymous users, social media networks ensure that the information is 

shared by the people with their identification (Zhang et al., 2017; Chu & Kim, 2011). 

Hussain et al., (2017) and Ek Styven & Foster (2018) argued that recent trends have 

identified that people consider social media platforms to be precise for the eWOM 

communications, consequently, the usage of social media has been growing 

exceptionally.

Due to the increasing interest of consumers on the social media, it remains 

necessary to examine eWOM's source credibility and its information adoption by the 

consumers (Hussain et al., 2017, 2018). Marketers and users have been providing 

extensive information about products and services on the social media networks but it 

remains critical for the consumers to confine which information is the correct one. 

Because of these reasons, the current study would be determining eWOM's source 

credibility on the social networking sites.
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By incorporating all the literary and contextual gaps, the current study would 

be determining the effects of eWOM in the social media platforms. Prior studies have 

comprehensively explained eWOM's effect on other eWOM platforms and there is 

literature available on eWOM's effect determination in social media; but the eWOM’s 

source credibility determination on information adoption in the social media context 

has been pointed out by a limited number of studies. Literature also highlights that the 

studies conducted have been measuring effects of eWOM on purchase intentions 

directly.

However, there has been an immense need of measuring how the information 

is being adopted by the consumers through eWOM. Hence, the study has been 

incorporating this very critical need of addressing eWOM effects on information 

adoption. Furthermore, as per the gap suggested in the study of Hussain et al., (2017), 

trust has been using as mediator among eWOM source credibility and information 

adoption. Moreover, prior studies did not focus on the entire framework estimation as 

step-wise path configurations were tested. One of the unique features of this study is 

to estimate the entire research framework at once and configure its conceptual and 

statistical fitness.

1.2 Problem Statement

The core persistence of this study is to determine the association between 

eWOM source credibility, perceived risk, trust, argument quality, information 

usefulness and information adoption in the social media context. Prior studies have 

focused on other eWOM platforms like discussion forums, review websites, company 

websites, blogs etc, but there are fewer studies addressing eWOM source credibility 

on social media. The components of argument quality, information usefulness and 

information adoption are taken from the information adoption model. Prior research 

conducted on eWOM remained strictly confined on configuring purchase intentions of 

customers (Gunawan & Huarng, 2015; Matute, 2016; Bhandari & Rodgers, 2018),
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henceforth limited research studies have investigated information adoption as an 

outcome by determining it along eWOM source credibility (Hussain et al., 2017).

eWOM source credibility comprises of trustworthiness, homophily, objectivity 

and expertness (Ismagilova, et al.,2019). The configuration of all the dimensions 

remains necessary as trustworthiness, homophily, objectivity and expertness have 

distinct characteristics. Similarly, the theorizing and effect of each dimension is novel 

too. Perceived risk on the other hand is deemed to be of profound significance while 

considering online buying. It was theorized that perceived risk would be reduced when 

eWOM source credibility dimensions are precisely examined (Hussain et al., 2017; 

Bhandari & Rodgers, 2018). Henceforth, the scruity of all these factors not only 

information adoption, but also on perceived risk would be a new scope of 

investigation.

Argument quality and information usefulness are extracted from the 

information adoption model. Model emphasizes on determining the effects of 

argument quality on information usefulness, meanwhile, the study theorized to take 

both constructs simultaneously; and configure the effect of perceived risk upon them. 

The determination of perceived risk effects on argument quality and information 

usefulness is a critical area of investigation as such phenomenon has been studied in a 

limited context (Tseng & Wang, 2016; Yu et al., 2018; Gumussoy et al., 2018). Thus, 

further exploring the causality among constructs remained eminent.

By building on the prevalent literary gaps, it was integral to explore eWOM 

source credibility dimensional impact on the information adoption domain. Studies 

have also incorporated technology acceptance model in the mediating phases while 

determining purchase intentions but for the respective study, only the construct of 

perceived usefulness is taken into consideration.

Trust inclination is basically the degree to which an individual/customer 

perceives that the social media platform is trustworthy, will not harm him/her in any 

way, will not take any advantage in return of the information and the available 

information on social media can be trusted to form the buying decisions. It remains
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significant to notify that trust has been previously examined among eWOM and 

purchase intentions by the researchers (Bhandari & Rodgers, 2018; Qu, Kim & Choi, 

2017; Ladhari & Michaud, 2015; See-To, & Ho, 2014; Sparks & Browning, 2011; Lee, 

Park & Han, 2011). However, the phenomenon of trust inclination has not been taken 

into consideration yet. As discussed earlier, the conceptualization of trust inclination 

differs from trust; hence, it is pertinent to note that the mediating effect of trust 

inclination between eWOM source credibility and information adoption has not been 

measured yet. Furthermore, Hussain et al., (2017) pointed out that trust inclination 

may strengthen relationship between eWOM and information adoption.

The literary direction provided by Bhandari & Rodgers, (2018) and Hussain et 

al., (2017) manifestly suggests that trust has a critical role among eWOM and 

information adoption. Trust inclination is anticipated to fortify the entire relationship 

among the constructs; hence in the respective study, trust inclination has been included 

as a mediator among eWOM and information adoption.

Numerous studies have urged the need of examining eWOM impacts on 

purchase intentions (Behrens, 2014; Matute, et al., 2016; Wu, & Lin, 2017). The 

studies have investigated the effects of eWOM on purchase intentions in diverse 

manners but an appropriate association of eWOM source credibility with perceived 

risk, and information adoption model was found missing (Hussain et al., 2017).

Research studies have measured direct associations of eWOM with purchase 

intentions, but there remains a need of measuring eWOM effects on information 

adoption. Literature suggests that information adoption aspect has to be investigated 

before jumping to purchase intentions and purchase behaviors (Hussain et al., 2017; 

2018). By considering these directions, it is therefore mandatory to examine how 

eWOM source credibility would be impacting on the information adoption with the 

mediating role of perceived risk and trust.

The studies on eWOM in the social media of Pakistani context are only 

confined to the sphere of purchase intention (Saleem & Ellahi, 2017; Tariq, et al.,
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2017; Mazhar, et al., 2012; Sharif, et al., 2016; Khan, 2017; Husnain & Toor, 2017; 

Islam & Sajjad, 2016). The core goal of these studies remained to investigate purchase 

intentions of the consumers due to eWOM; however, jumping to conclusions swiftly 

(purchase intentions) is not an appropriate method.

As there have been online shopping scams also prevailing in the Pakistani 

ecommerce industry (Pakistan Observer, 2018), it remains eminent to determine how 

information adoption process prevails on the online platforms. The exploration of 

mechanisms of how eWOM information is being perceived by the users, what are the 

risk elements involved in the acceptance of eWOM information, how consumers can 

trust the respective information and in what ways the information would be adopted 

are significant elements to be explored. After the information is being adopted, the 

notion of purchase intentions and purchase behaviours needs to be explored. The study 

is hence directed to examine the eWOM source credibility on information adoption in 

the context of Pakistan.

The study focuses on the determination of eWOM source credibility effects on 

perceived risk, and subsequently perceived risk influence on argument quality and 

information usefulness. Trust inclination has been also deployed as a mediating 

variable among eWOM source credibility and information adoption. Prior studies have 

not been determining the sequential mediation among the constructs. The respective 

study would be ensuring sequential mediation effects in a scientific and logical 

manner, in which the entire framework would be tested at once. The study has also 

taken social media networks as the core platform for the collection of eWOM 

information. Previous studies have been deploying other eWOM platforms. As per the 

contemporary needs, the framework is established by considering the relevance of it 

in the social media context.
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1.3 Objectives of the Study

The aim of this study is threefold: first, the study aims to examine electronic 

word of mouth (eWOM) source credibility dimensions effects on perceived risk. 

Secondly, to configure perceived risk effects on argument quality and information 

usefulness. Thirdly, to estimate the relationship between trust inclination and 

information adoption. The outcome variable or dependent variable remains 

information adoption as determination of sequential mediation effect is also the focus 

of this study.

Based on the respective aims, the study seeks to achieve the following specific 

objectives:

i. To examine the impacts of electronic-word-of-mouth (eWOM) antecedents on 

perceived risk.

ii. To examine the influence of perceived risk on argument quality and 

information usefulness.

iii. To measure the relationship of trust inclination and information adoption.

iv. To determine the sequential mediating role of perceived risk, argument quality, 

perceived usefulness and trust among eWOM source credibility on information 

adoption.

1.4 Research Questions

Research questions have arisen from the research objectives. Considering the 

threefold research aims and information adoption as the outcome variable, following 

are the research questions of this study:

i. What are the impacts of electronic-word-of-mouth (eWOM) antecedents on 

perceived risk?
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ii. What is the influence of perceived risk on argument quality and information 

usefulness?

iii. What is the relationship of trust and information adoption?

iv. What is the sequential mediating role of perceived risk, argument quality, 

perceived usefulness and trust among eWOM source credibility on information 

adoption?

1.5 Theoretical Research Gaps

The relationship between WOM and purchase intentions has been examined in 

the considerable amount of research studies (Engel et al., 1969; Herr et al., 1991; 

Trusov et al., 2009; Erkan and Evans, 2016; Ismagilova, et al.,2019). Researchers like 

Babic et al., (2016); Cheung & Thadani (2012) restricted their studies on configuring 

purchase intentions only while making use of eWOM. The outcomes of majority of 

these studies emerged eWOM have considerable impacts on the consumers intentional 

part. Broadly, various platforms have been used for determining the effects of eWOM. 

The effects of eWOM on shopping websites (Shin, et al., 2014; Gu et al., 2012), 

discussion forums (Yan, et al., 2018; Huang and Chen, 2006) on blogs (Kulmala et al., 

2013; Wei, & Ke, 2012) and on consumer review websites (Park & Lee, 2009; Wang 

et al., 2015) have been thoroughly investigated by the researchers.

Nonetheless, eWOM on social media networks have been used in a very 

limited sphere, and it is argued that considerably less attention has been given to the 

respective platform (Erkan & Evans, 2018; Tien, et al., 2019; Hussain et al., 2017; 

Cheung and Thadani, 2012). Meanwhile, recent studies have shown an inclination 

towards social media utility and eWOM execution (Mahmood et al., 2019; Gurney, et 

al., 2019) but less emphasis has been given on exploring eWOM source credibility 

antecedents, and determining their impacts separately on information adoption 

(Hussain et al., 2018; Khwaja et al., 2019). Accordingly, the initial focus remained to 

estimate electronic word-of-mouth (eWOM) antecedents on information adoption and 

fulfill the prevalent literary gap.

10



More specifically, prior studies have been focusing on eWOM characteristics, 

platforms and consumer behaviours towards eWOM (Cheung et al., 2009; Reichelt et 

al., 2014; Shu and Scott, 2014; Wang et al., 2012). However, Hussain et al., 2017, 

2018 have argued about determining the dimensions of eWOM source credibility and 

motives of eWOM on the adoption of information. The research gap identified by 

Hussain et al., (2017) manifestly highlighted to measure trust among eWOM source 

credibility and information adoption in order to reduce customers perceived risk.

The theoretical model of the study has been developed by considered all the 

aforementioned theoretical gaps, however, predominantly, the research study of 

Hussain et al., (2017) was taken into consideration. The suggested research gap 

emphasized to deploy trust inclination as a mediator in the framework. Furthermore, 

the study provided the path to configure sequential mediation effects which have not 

been estimated before.

The theoretical model developed for the current study hence incorporates the 

role of trust in the information adoption process. eWOM's source credibility 

dimensions certainly effect perceived risk which leads to argument quality and 

information usefulness consecutively. The gap identified incorporating trust 

inclination before the adoption of information (Hussain et al., 2017, 2018). Prior 

studies have been focusing on the food sector but the current study is focused on 

measuring eWOM's effects on social media in the online retailing industry of Pakistan.

1.6 Significance of the Study

As per the objectives of this study, the significance of the study is aligned. The 

research study is an attempt to bridge the eminent theoretical, contextual and empirical 

gaps associated with the literature on eWOM and Information adoption. There are 

managerial and theoretical significance of this study which would contribute to the
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body of knowledge. It is further unfolded in theoretical and practical significance 

sections, which are comprehended below:

1.6.1 Theoretical Significance

In terms of theoretical contributions, the study will extensively explore the 

contemporary eWOM source credibility dimensions. The determination of 

dimensional effects of eWOM on the information adoption process has been studied 

in few studies. Electronic word of mouth (eWOM) source credibility spheres therefore 

needs to be explored in a precise manner. Various antecedents that facilitate in the 

smooth transition of information adoption have been elaborated in this study.

Aforementioned studies have identified to incorporate trust as one of the 

foremost aspects in the adoption of information. The established theoretical framework 

has ensured that trust would be the last and critical factor which would be boosting the 

levels of information adoption. Furthermore, the study provides strong foundations to 

enlighten that how information adoption is critical before making purchase intentions 

and purchase decisions. Majority of the research studies conducted on this subject 

matter directly lead eWOM towards purchase intentions. The current study has 

provided foundations of the entire cyclic process of purchase intentions and purchase 

behaviors.

The information adoption by the consumers after the execution of eWOM is a 

critical factor which needed to be measured and examined. The eWOM platforms has 

been also revamped in this study as prior studies focused mainly on eWOM platforms 

like blogs, discussion forums, review websites etc. The current study is inclined to 

measure eWOM on social media specifically. The study is hence significant since it 

has touched contemporary marketing issues in the online context. One of the important 

significances of this study is contribution in the methodology section. Sequential
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mediation role of all the constructs will be determined at once by using chi-square 

differentiation method. The entire framework will be statistically estimated at once.

1.6.2 Practical Significance

In terms of practical significance, the study would be providing basis to the 

marketers and business practitioners of how the eWOM mantra revolves around. 

eWOM has the propensity to turn the tables over as its spread and canvas is quite wide. 

The information adoption process is the core stage where marketers can make an 

impact.

In the recent times, there has been extensive boom of online marketing on the 

social media platforms as it is deemed to be one of the most fruitful marketing 

platforms. The attention and inclination of customers on social media ads is certainly 

more than that of other platforms. Therefore, marketers can get insights of how 

perceived risk, information usefulness, argument quality and trust can ensure 

information adoption. The study would be hence significant in practical and academic 

terms.

1.7 Operational Definitions

Following are the operational definitions of the all the constructs deployed in 

the study:
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1.7.1 Expertness

Expertness is operationalized as the extent to which an individual perceives 

that expert members of social media are credible, reliable and helpful in providing 

information related to products, brands and services.

1.7.2 Trustworthiness

Trustworthiness is operationalized as the degree to which a person perceives 

that the products and services review by others on social media is verifiable, real, based 

on experience, honesty, and demonstrates the true efforts while giving the review.

1.7.3 Objectivity

As per the study’s context, objectivity is conceptualized as the level to which 

the individual/customer perceives that the review of the products, brands or services 

provided on social media by the other members or by the admin of the page 

demonstrates their emotional input that enhances the quality of the review and 

objectivity.

1.7.4 Homophily

Homophily is conceptualized as the extent to which an individual/customer 

perceives that a review by people of the same age group, gender, same interest and 

people of similar purchase patterns will be considered reliable and credible.
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1.7.5 Perceived Risk

Perceived risk refers to the enormity to which an individual/customer perceives 

that the products, brands, or service reviews available on social media reduce his / her 

uncertainty and unpleasant experience and increase confidence in buying a product or 

service online.

1.7.6 Argument Quality

Argument quality is conceptualized as the degree to which an individual / 

customer perceives that the information and reviews available on social media that 

customers argue about products and services are relevant, appropriate, applicable, up- 

to - date, reliable, value-based, and have sufficient information to meet their needs.

1.7.7 Information Usefulness

Information usefulness is operationalized as the extent to which an 

individual/customer perceives that the information related to products and services 

available on the social media platform is useful, informative, and valuable.

1.7.8 Trust Inclination

In the current study’s context, trust inclination is referred as when 

individual/customer perceives that the social media platform is trustworthy, will not 

harm him/her in any way, will not take any advantage in return of the information and 

the available information on social media can be trusted to form the buying decisions.
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1.7.9 Information Adoption

Information adoption is conceived is conceptualized in the current study as the 

degree to which an individual perceives that information about products and services 

provided by others on social media are useful to adopt to purchase products and 

services online.

1.8 Organization of Thesis

The thesis has been divided into five chapters. Chapter 1 provides the 

introduction and background of the study explaining problem statement, research 

objectives, research questions, gaps in literature, significance of the study and 

operational definitions of the terms. Chapter 2 is an extensive review of the literature. 

The theoretical backgrounds of Electronic Word of Mouth (eWOM) along with 

Perceived Risk, Information Adoption Model and Trust have been explained. The 

possible theoretical associations among the constructs have been also discussed. The 

underpinning theories of the study have been precisely elaborated in this chapter so 

that the foundations of the study would be well understood.

Chapter 3 explains the research methodology which has been adopted in this 

thesis. The research methodology section is of critical nature as it defines the path of 

how the data was collected and from whom it was collected. The possible statistical 

modeling methods and techniques have been also discussed in this chapter. Chapter 4 

is the results and findings chapter which represent what outcomes have emerged after 

the statistical modeling of primary data. The discussions in chapter 4 have been 

addressing data screening and cleansing, descriptive statistics, measurement model 

and structural model. Chapter 5 is the discussions on the findings of the study. The 

theoretically established foundations are empirically tested in chapter four and its 

outcomes discussion have been carried out in the respective chapter. The chapter has
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also explained limitations of the study and contribution to the body of knowledge & 

practice. Figure 1.1 presents the graphical depiction of thesis organisation.

<
This chapter provides the introduction and background of 

the study explaining problem statement, research objectives, 

research questions, gaps in literature, significance of the 

study and operational definitions of the terms.

<
 Chapter 2 is an extensive review of the literature. The 

theoretical backgrounds of Electronic Word of Mouth 

(eWOM) along with Perceived Risk, Information Adoption 

Model and Trust have been explained. The possible 

theoretical associations among the constructs have been 

also discussed. The underpinning theories of the study have 

been precisely elaborated in this chapter.

<
 Chapter 3 explains the research methodology which will 

be adopted in this thesis. The research methodology 

section is of critical nature as it defines the path of how the 

data was collected and from whom it was collected. The 

possible statistical modeling methods and techniques have 

been also discussed in this chapter.

Chapter 4 is the results and findings chapter which is 

representing that what outcomes have emerged after the 

statistical modeling of primary data. The discussion in

\
 chapter 4 has been addressing data screening and 

cleansing, descriptive statistics, measurement model and 

structural model.Chapter 5 is the discussions on the findings of the study. The 

theoretically established foundations are empirically tested in 

chapter four and its outcomes discussion have been carried out 

in the respective chapter. The chapter is also explaining 

limitations of the study and contribution to the body of 

knowledge & practice.

CHAPTER

FIVE

CHAPTER

FOUR

CHAPTER

THREE

CHAPTER

TWO

CHAPTER

ONE

Figure 1.1 Thesis Structure 

17



REFERENCES

Aakash, A., & Aggarwal, A. G. (2019). Role of EWOM, product satisfaction, and 

website quality on customer repurchase intention. In Strategy and superior 

performance o f micro and small businesses in volatile economies (pp. 144

168). IGI Global.

Ajzen, I. (1985). From intentions to actions: a theory of planned behavior. In J. Kuhl, 

& J. Beckmann, Action control: From cognition to behavior (pp. 11-39). 

Springer-Verlag Berlin Heidelberg

Ajzen, I. (1991) “The theory of planned behavior”, Organizational Behavior and 

Human Decision Processes, 50(2), pp. 179-211.

Alboqami, H., Al-Karaghouli, W., Baeshen, Y., Erkan, I., Evans, C., & Ghoneim, A. 

(2015). Electronic word of mouth in social media: the common characteristics 

of retweeted and favourited marketer-generated content posted on Twitter. 

International Journal o f Internet Marketing and Advertising, 9(4), 338-358

Alenezi, H., Tarhini, A. and Sharma, S.K. (2015) “Development of quantitative model 

to investigate the strategic relationship between information quality and e- 

government benefits”, Transforming Government: People, Process and Policy, 

9(3), pp. 324-351.

Alenezi, H., Tarhini, A., & Masa'deh, R. (2015). Investigating the strategic 

relationship between information quality and e-government benefits: A 

literature review

Ananda, A. S., Hernandez-Garcia, A., Acquila-Natale, E., & Lamberti, L. (2019). 

What makes fashion consumers “click”? Generation of eWoM engagement in 

social media. Asia Pacific Journal o f Marketing and Logistics.

Applbaum, R. F., & Anatol, K. W. E. (1972). The factor structure of source credibility 

as a function of the speaking situation. Speech Monographs, 39, 216-222.

Arndt, J. (1967) “Role of Product Related Conversations in the Diffusion of a new 

Product”, Journal o f Marketing Research, 4(3), pp. 291-295.

Aurora (2017). The digital landscape of Pakistan. Aurora Online. Retrieved on 30 May

2018 https://aurora.dawn.com/news/1142323

151

https://aurora.dawn.com/news/1142323


Awad, N.F. and Ragowsky, A. (2008) “Establishing Trust in Electronic Commerce 

Through Online Word of Mouth: An Examination Across Genders”, Journal 

o f Management Information Systems, 24(4), pp. 101-121.

Ayeh, J. K. (2015). Travellers' acceptance of consumer-generated media: an integrated 

model of technology acceptance and source credibility theories. Computers in 

Human Behavior, 48, 173-180

Babbie, E. (1997) The Practice o f Social Research. 8th edn. Wadsworth Publishing.

Baber, A., Thurasamy, R., Malik, M. I., Sadiq, B., Islam, S., & Sajjad, M. (2016). 

Online word-of-mouth antecedents, attitude and intention-to-purchase 

electronic products in Pakistan. Telematics and Informatics, 33(2), 388-400.

Babic, A., Sotgiu, F., De Valck, K., & Bijmolt, T. H. (2016). The effect of electronic 

word of mouth on sales: A meta-analytic review of platform, product, and 

metric factors. Journal o f Marketing Research, 53(3), 297-318.

Bachleda, C., & Berrada-Fathi, B. (2016). Is negative eWOM more influential than 

negative pWOM?. Journal of Service Theory and Practice, 26(1), 109-132.

Bagozzi, R. P. (2011). Measurement and meaning in information systems and 

organizational research: Methodological and philosophical foundations. MIS 

Quarterly, 261-292

Bagozzi, R.P. (2007) “The Legacy of the Technology Acceptance Model and a 

Proposal for a Paradigm Shift”, Journal o f the Association for Information 

Systems, 8(4), pp. 244-254.

Bagozzi, R.P. and Edwards, E.A. (1998) “Goal setting and goal pursuit in the 

regulation of body weight”, Psychology & Health, 13(4), pp. 593-621.

Bagozzi, R.P., Davis, F.D. and Warshaw, P.R. (1992) “Development and Test of a 

Theory of Technological Learning and Usage”, Human Relations, 45(7), pp. 

659-686.

Bailey, J. E., & Pearson, S. W. (1983). Development of a tool for measuring and 

analyzing computer user satisfaction. Management science, 29, 530-545.

Baird, C.H. and Parasnis, G. (2011) “From social media to social customer relationship 

management”, Strategy & Leadership, 39(5), pp. 30-37.

Bajpai, V., & Pandey, D. R. S. (2012). Viral marketing through social networking sites 

with special reference of Facebook. International Journal o f Marketing, 

Financial Services & Management Research,_1(7), 194-207.

152



Bambauer-Sachse, S., & Mangold, S. (2011). Brand equity dilution through negative 

online word-of-mouth communication. Journal o f Retailing and Consumer 

Services, 18, 38e45.

Bansal, H. S., & Voyer, P. A. (2000). Word-of-mouth processes within a services 

purchase decision context. Journal o f Service Research, 3(2), 166-177

Barreda, A.A., Bilgihan, A., Nusair, K. and Okumus, F. (2015) “Generating brand 

awareness in Online Social Networks”, Computers in Human Behavior, 50, pp. 

600-609. 169

Barton, B. (2006) “Ratings , Reviews & Roi: How Leading Retailers Use Customer 

Word of Mouth in Marketing and Merchandising”, Journal o f Interactive 

Advertising, 7(1), pp. 5-50.

Bauer, R. A. (1960). Consumer behavior as risk taking. In Dynamic marketing for a 

changing world (Vol. 398).

Bauer, R. A. (1967). Consumer behavior as risk taking. In Cox, D. F., & Harvard 

University. (Eds.), Risk taking and information handling in consumer 

behavior. Boston: Division of Research, Graduate School of Business 

Administration, Harvard University

Behrens, J. (2014). The effects o f familiarity and online consumer reviews, on 

consumers' trust, risk perception, and behavioral intentions. MSc thesis.

Bell, E., Bryman, A., & Harley, B. (2018). Business research methods. Oxford 

university press

Bernard, H. R., & Bernard, H. R. (2012). Social research methods: Qualitative and 

quantitative approaches. Sage

Bettman, J. R. (1973). Perceived risk and its components: A model and empirical test. 

Journal o f marketing Research, 184-190.

Bhandari, M., & Rodgers, S. (2018). What does the brand say? Effects of brand 

feedback to negative eWOM on brand trust and purchase intentions. 

International Journal o f Advertising, 37(1), 125-141.

Bhattacherjee, A. and Premkumar, G. (2004) “Understanding changes in belief and 

attitude toward information technology usage: a theoretical model and 

longitudinal test”, MIS Quarterly, 28(2), pp. 229-254.

Bhattacherjee, A. and Sanford, C. (2006) “Influence processes for information 

technology acceptance: An elaboration likelihood model”, MIS Quarterly, 

30(4), pp. 805-825.

153



Bickart, B. and Schindler, R.M. (2001) “Internet forums as influential sources of 

consumer information”, Journal of Interactive Marketing, 15(3), pp. 31-40. 

Blodgett, J.G., Granbois, D.H. and Walters, R.G. (1994) “The effects of perceived 

justice on complainants’ negative word-of-mouth behavior and repatronage 

intentions”, Journal o f Retailing, 69(4), pp. 399-428.

Blumberg, B., Cooper, D.R. and Schindler, P.S. (2014) Business Research 

Methods.4th edn. Berkshire: McGraw-Hill Education 

Bollen, K. A. (1989). A new incremental fit index for general structural equation 

models. Sociological Methods & Research, 17, 303e316.

Bone, P.F. (1995) “Word-of-mouth effects on short term and long-term product 

judgments”, Journal o f Business Research, 32(3), pp. 213-223 

Bonnin, G. (2020). The roles of perceived risk, attractiveness of the online store and 

familiarity with AR in the influence of AR on patronage intention. Journal o f  

Retailing and Consumer Services, 52, 101938.

Boo, S., & Kim, J. (2013). Comparison of negative eWOM intention: an exploratory 

study. Journal o f Quality Assurance in Hospitality & Tourism, 14(1), 24-48 

Brannen, J. (2017). Mixing methods: Qualitative and quantitative research. Routledge 

Brown, J. and Reingen, P. (1987) “Social Ties and Word-of-Mouth Referral 

Behavior”, Journal o f Consumer Research, 14(3), pp. 350-362.

Brown, J., Broderick, A.J. and Lee, N. (2007) “Word of mouth communication within 

online communities: Conceptualizing the online social network”, Journal o f  

Interactive Marketing, 21(3), pp. 2-20.

Brown, T. A. (2014). Confirmatory factor analysis for applied research (2nd ed.).

Guilford Publications.

Browne, M. W., Cudeck, R., Bollen, K. A., & Long, J. S. (1993). Alternative ways o f  

assessing model f i t  (vol.154). Sage Focus Editions, 136-136.

Bryman, A. (2006) “Integrating quantitative and qualitative research: how is it done?”, 

Qualitative Research, 6(1), pp. 97-113.

Bryman, A. and Bell, E. (2011) Business Research Methods. 3rd edition. Oxford: 

Oxford University Press.

Buhler, J., Murawski, M., & Bick, M. (2017, November). Should We Disable the 

Comment Function on Social Media? The Impact of Negative eWOM on 

Consumers’ Trust in Fashion Presentations. In Conference on e-Business, e- 

Services and e-Society (pp. 325-338). Springer, Cham

154



Burns, R.B. (2000) Introduction to Research Methods. 4th edn. London: SAGE 

Publications.

Cakim, I.M. (2009) Implementing Word o f Mouth Marketing: Online Strategies to 

Identify Influencers, Craft Stories, and Draw Customers. John Wiley & Sons. 

Cangur, S., & Ercan, I. (2015). Comparison of model fit indices used in structural 

equation modeling under multivariate normality. Journal of Modern Applied 

Statistical Methods, 14(1), 14.

Canhoto, A. I., & Clark, M. (2013). Customer service 140 characters at a time e the 

users' perspective. Journal o f Marketing Management, 29(5/6), 522-544 

Chan, Y. Y. Y., & Ngai, E. W. T. (2011). Conceptualising electronic word of mouth 

activity: an input-process-output perspective. Marketing Intelligence & 

Planning, 29(5), 488-516 

Cheng, X., & Zhou, M. (2010). Study on effect of ewom: A literature review and 

suggestions for future research. In Management and service science (MASS), 

2010 International Conference (pp. 1-4). IEEE.

Cheung, C. M. K., & Thadani, D. R. (2012). The impact of electronic word-of-mouth 

communication: a literature analysis and integrative model. Decision Support 

Systems, 54(1), 461-470 

Cheung, C. M. K., Lee, M. K. O., & Rabjohn, N. (2008). The impact of electronic 

word of mouth: the adoption of online opinions in online customer 

communities. Internet Research, 18(3), 229-247 

Cheung, C. M., & Lee, M. K. (2012). What drives consumers to spread electronic word 

of mouth in online consumer-opinion platforms. Decision support systems, 53, 

218-225.

Cheung, C. M., & Thadani, D. R. (2012). The impact of electronic word-of-mouth 

communication: A literature analysis and integrative model. Decision support 

systems, 54(1), 461-470 

Cheung, C. M., Lee, M. K., & Rabjohn, N. (2008). The impact of electronic word-of- 

mouth: The adoption of online opinions in online customer communities. 

Internet Research: Electronic Networking Applications and Policy, 18(3), 229

247.

Cheung, C. M., Lee, M. K., & Rabjohn, N. (2008). The impact of electronic word-of- 

mouth: The adoption of online opinions in online customer communities. 

Internet Research, 18(3), 229-247.

155



Cheung, M. Y., Luo, C., Sia, C. L., & Chen, H. (2009). Credibility of electronic word- 

of-mouth: Informational and normative determinants of on-line consumer 

recommendations. International Journal o f Electronic Commerce, 13(4), 9-38. 

Choi, Y., & Kim, J. (2019). Influence of Cultural Orientations on Electronic Word-of- 

Mouth (eWOM) in Social Media. Journal o f Intercultural Communication 

Research, 48(3), 292-313.

Chu, S. C., & Kim, Y. (2011). Determinants of consumer engagement in electronic 

word-of-mouth (eWOM) in social networking sites. International Journal o f  

Advertising, 30(1), 47-75 

Chu, S.C. and Kamal, S. (2008) “The Effect of Perceived Blogger Credibility and 

Corritore, C. L., Marble, R. P., Wiedenbeck, S., Kracher, B., & Chandran, A. (2005). 

Measuring online trust of websites: Credibility, perceived ease of use, and risk. 

AMCIS 2005 Proceedings, 370.

Costello, A. B., & Osborne, J. W. (2005). Best Practices in Exploratory Factor 

Analysis: Four Recommendations for Getting the Most From Your Analysis. 

Practical Assessment, Research & Evaluation,10(7), 1-9.

Cox, D. F. (1967). Risk handling in consumer behavior -  An intensive study of two 

cases. In D. F. Cox (Ed.), Risk Taking and Information Handling in Consumer 

Behavior (pp.34-81). Boston: Harvard University 

Cox, D. F., & Rich, S. U. (1964). Perceived risk and consumer decision-making: The 

case of telephone shopping. Journal o f Marketing Research, 1(4), 32-39. 

Dabrynin, H., & Zhang, J. (2019). The investigation of the online customer experience 

and perceived risk on purchase intention in China. Journal o f Marketing 

Development and Competitiveness, 13(2).

Danish, R. Q., Hafeez, S., Ali, H. F., Shahid, M., & Nadeem, K. (2019). Impact of 

Online Consumer Reviews on Hotel Booking Intentions: The Case of Pakistan. 

European Scientific Journal, 15(7).

Danniswara, R., Sandhyaduhita, P., & Munajat, Q. (2020). The impact of EWOM 

referral, celebrity endorsement, and information quality on purchase decision: 

A case of Instagram. In Global Branding: Breakthroughs in Research and 

Practice (pp. 882-905). IGI Global.

Daugherty, T., & Hoffman, E. (2014). eWOM and the importance of capturing 

consumer attention within social media. Journal o f Marketing 

Communications, 20

156



Davis, F. D. (1989). Perceived usefulness, perceived ease of use, and user acceptance 

of information technology. MIS Quarterly, 13(3), 319-340 

De Cannicre, M. H., De Pelsmacker, P., & Geuens, M. (2009). Relationship quality 

and the theory of planned behavior models of behavioral intentions and 

purchase behavior. Journal o f Business Research, 62(1), 82-92 

Digitally Squared (2017). Cross-Channel approach to all your marketing needs. 

Digital Squared Online. Retrieved on 14 October 2018 

http://www.digitallysquared.com/cross-channel-approach-to-all-your- 

marketing-needs/

Dodge, Y. (2008). The concise encyclopedia o f statistics. Springer Science & Business 

Media.

Eisinga, R., Te Grotenhuis, M., & Pelzer, B. (2013). The reliability of a two-item scale: 

Pearson, Cronbach, or Spearman-Brown? International journal o f public 

health, 58(4), 637-642.

Ek Styven, M., & Foster, T. (2018). Who am I if you can’t see me? The “self’ of young 

travellers as driver of eWOM in social media. Journal o f Tourism Futures 

Elwalda, A., Lu, K., & Ali, M. (2016). Perceived derived attributes of online customer 

reviews. Computers in Human Behavior, 56, 306-319 

Engel, J.E., Blackwell, R.D. and Kegerreis, R.J. (1969) “How information is used to 

adopt an innovation”, Journal o f Advertising Research, 9(4), pp. 3-8 

Erkan, I., & Evans, C. (2016). The influence of eWOM in social media on consumers’ 

purchase intentions: An extended approach to information adoption. 

Computers in Human Behavior, 61, 47-55 

Evgeniy, Y., Lee, K., & Roh, T. W. (2019). The Effect of eWOM on Purchase 

Intention for Korean-brand Cars in Russia: The Mediating Role of Brand 

Image and Perceived Quality. (5), 102-117.

Fan, Y.-W., & Miao, Y.-F. (2012). Effect of electronic word-of-mouth on consumer 

purchase intention: The perspective of gender differences. International 

Journal o f Electronic Business Management, 10, 175-181.

Fang, Y.-H. (2014). Beyond the credibility of electronic word of mouth: Exploring 

eWOM adoption on social networking sites from affective and curiosity 

perspectives. International Journal o f Electronic Commerce, 18, 67-102.

157

http://www.digitallysquared.com/cross-channel-approach-to-all-your-marketing-needs/
http://www.digitallysquared.com/cross-channel-approach-to-all-your-marketing-needs/


Feldman, J.M. and Lynch, J.G. (1988) “Self-generated validity and other effects of 

measurement on belief, attitude, intention, and behavior.”, Journal o f Applied 

Psychology, 73(3), pp. 421-435.

File, K. M., & Prince, R. A. (1992). Positive word-of-mouth: Customer satisfaction 

and buyer behaviour. International Journal of Bank Marketing, 10, 25e29.

Filieri, R., & McLeay, F. (2014). E-WOM and accommodation: An analysis of the 

factors that influence travelers’ adoption of information from online reviews. 

Journal o f Travel Research, 53(1), 44-57.

Fishbein, M., & Ajzen, I. (1975). Belief, attitude, intention and behaviour: An 

introduction to theory and research. Reading, MA: Addison-Wesley.

Fishbein, M., & Ajzen, I. (1975). Belief, attitude, intention and behavior: An 

introduction to theory and research from Consumer-Generated Product 

Reviews”, Journal o f Advertising Research, 51(1), pp. 239-257

Flight, R. L., D'Souza, G., & Allaway, A. W. (2011). Characteristics-based innovation 

adoption: scale and model validation. Journal o f product & brand 

management. 20 (5), 343-355.

Fornell, C., & Larcker, D. F. (1981). Evaluating structural equation models with 

unobservable variables and measurement error. Journal o f Marketing 

Research, 18(1), 39-50.

Fuller, C. M., Simmering, M. J., Atinc, G., Atinc, Y., & Babin, B. J. (2016). Common 

methods variance detection in business research. Journal o f Business Research, 

69(8), 3192-3198.

Gaskin, J. (2016). Confirmatory factor analysis. Gaskination's StatWiki. Retrieved 

November, 15, 2019.

Geo News (2017). Over 44 million social media accounts in Pakistan. Geo New 

Online. Retrieved on 4 June 2018 https://www.geo.tv/latest/131187-Over-44- 

million-social-media-accounts-in-Pakistan

Geyer-Schulz, A., & Meyer-Waarden, L. (2014). Customer & Service Systems. KIT 

Scientific Publishing.

Gorbachev, O., & Luengo-Prado, M. J. (2019). The credit card debt puzzle: The role 

of preferences, credit access risk, and financial literacy. Review o f Economics 

and Statistics, 101(2), 294-309.

158

https://www.geo.tv/latest/131187-Over-44-million-social-media-accounts-in-Pakistan
https://www.geo.tv/latest/131187-Over-44-million-social-media-accounts-in-Pakistan


Gosling, S. D., Rentfrow, P. J., & Swann Jr, W. B. (2003). A very brief measure of the 

Big-Five personality domains. Journal o f Research in personality, 37(6), 504

528.

Greatorex, M., & Mitchell, V. (1993). Developing the perceived risk concept: 

Emerging issues in marketing. In Proceedings o f the marketing education 

group Conference, Loughborough (pp. 405-415).

Gruen, T. W., Osmonbekov, T., & Czaplewski, A. J. (2006). eWOM: The impact of 

customer-to-customer online know-how exchange on customer value and 

loyalty. Journal o f Business Research, 59, 449-456.

Gumu§, H., & Bal, V. (2016). Analysis of the Effect of Quality Components of Web

2.0 Enabled E-Commerce Websites on Electronic Word-of-Mouth Marketing 

(EWOM) and on Customer Loyalty. Annals o f the University o f Oradea, 

Economic Science, 25(1), 979-986.

Gunawan, D. D., & Huarng, K. H. (2015). Viral effects of social network and media 

on consumers’ purchase intention. Journal o f Business Research, 68(11), 

2237-2241

Gurney, L., Eveland, J. J., & Guzman, I. R. (2019, June). " What you say, I buy!" 

Information Diagnosticity and the Impact of Electronic Word-of-Mouth 

(eWOM) Consumer Reviews on Purchase Intention. In Proceedings o f the

2019 on Computers and People Research Conference (pp. 183-189)

Hafeez, A., (2019). How digital marketing is beneficial for your career growth & 

digital marketing scope in Pakistan. Digital Technologist. Retrieved on 28 Dec 

2019. https://digital-technologist.com/digital-marketing-pakistan/

Hahn, U., & Hornikx, J. (2016). A normative framework for argument quality: 

argumentation schemes with a Bayesian foundation. Synthese, 193(6), 1833

1873.

Hair Jr, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2016). A primer on partial 

least squares structural equation modeling (PLS-SEM). Sage Publications

Hair Jr, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M. (2016). A primer on partial 

least squares structural equation modeling (PLS-SEM). Sage Publications.

Hair, J. F. (2010). Black, WC, Babin, BJ, & Anderson, . Multivariate data analysis, 7.

Hair, J. F., Black, W. C., Babin, B. J., Anderson, R. E., & Tatham, R. L. (2006). 

Multivariate data analysis. NJ: Dynamic marketing for a changing world.

159

https://digital-technologist.com/digital-marketing-pakistan/


Hair, J. F., Hult, G. T. M., Ringle, C. M., Sarstedt, M., & Thiele, K. O. (2017). Mirror, 

mirror on the wall: a comparative evaluation of composite-based structural 

equation modeling methods. Journal o f the Academy o f Marketing Science, 

45(5), 616-632.

Hansen, S. S., & Lee, J. K. (2013). What drives consumers to pass along marketer 

generated eWOM in social network games? social and game factors in play. 

Journal o f Theoretical and Applied Electronic Commerce Research, 8, 53-68.

Hennig-Thurau, T., Gwinner, K. P., Walsh, G., & Gremler, D. D. (2004). Electronic 

word-of-mouth via consumer-opinion platforms: What motivates consumers to 

articulate themselves on the Internet? Journal o f Interactive Marketing, 18, 38

52.

Henseler, J., Ringle, C. M., & Sarstedt, M. (2015). A new criterion for assessing 

discriminant validity in variance-based structural equation modeling. Journal 

o f the academy o f marketing science, 43(1), 115-135.

Herr, P.M., Kardes, F.R. and Kim, J. (1991) “Effects of Word-of-Mouth and Product- 

Attribute Information on Persuasion: An Accessibility Diagnosticity 

Perspective ”, Journal o f Consumer Research, 17(4), pp. 454-462

Hon, C. K., Chan, A. P., & Yam, M. C. (2012). Determining safety climate factors in 

the repair, maintenance, minor alteration, and addition sector of Hong Kong. 

Journal o f construction engineering and management, 139(5), 519-528.

Hu, Y., & Kim, H. J. (2018). Positive and negative eWOM motivations and hotel 

customers’ eWOM behavior: Does personality matter? International Journal 

o f Hospitality Management, 75, 27-37

Huang, C. C., Wang, Y. M., Wu, T. W., & Wang, P. A. (2013). An empirical analysis 

of the antecedents and performance consequences of using the moodle 

platform. International Journal of Information and Education Technology, 

3(2), 217.

Husnain, M., & Toor, A. (2017). The Impact of Social Network Marketing on 

Consumer Purchase Intention in Pakistan: Consumer Engagement as a 

Mediator. Asian Journal o f Business and Accounting, 10(1), 167-199

Hussain, S., Ahmed, W., Jafar, R. M. S., Rabnawaz, A., & Jianzhou, Y. (2017). eWOM 

source credibility, perceived risk and food product customer's information 

adoption. Computers in Human Behavior, 66, 96-102

160



Hussain, S., Guangju, W., Jafar, R. M. S., Ilyas, Z., Mustafa, G., & Jianzhou, Y. 

(2018). Consumers' online information adoption behavior: Motives and 

antecedents of electronic word of mouth communications. Computers in 

Human Behavior, 80, 22-32 

Ismagilova, E., Dwivedi, Y. K., Slade, E., & Williams, M. D. (2017). Electronic word 

o f mouth (eWOM) in the marketing context: A state o f the art analysis and 

future directions. Springer.

Ismagilova, E., Slade, E. L., Rana, N. P., & Dwivedi, Y. K. (2019). The effect of 

electronic word of mouth communications on intention to buy: A meta

analysis. Information Systems Frontiers, 1-24.

Jarvinen, J., Tollmen, A., & Karjaluoto, H. (2015). Web analytics and social media 

monitoring in industrial marketing: Tools for improving marketing

communication measurement. In Marketing Dynamism & Sustainability: 

Things Change, Things Stay the Same... (pp. 477-486). Springer, Cham 

Johnson, D. R., Tynan, M. E., Cuthbert, A. S., & O’Quinn, J. K. (2018). Metacognition 

in argument generation: the misperceived relationship between emotional 

investment and argument quality. Cognition and Emotion, 32(3), 566-578. 

Jung, S. H., & Kim, H. J. (2012). Perceived stigma and quality of life of individuals 

diagnosed with schizophrenia and receiving psychiatric rehabilitation services: 

A comparison between the clubhouse model and a rehabilitation skills training 

model in South Korea. Psychiatric Rehabilitation Journal, 35(6), 460.

Keith, T. Z. (2014). Multiple regression and beyond: An introduction to multiple 

regression and structural equation modeling. Routledge.

Kenny, D., (2012). Measurement Model Identification. David Kenny Online. 

Retrieved on 17 September 2020

http://davidakenny.net/cm/i dentify formal.htm#B2a 

Kenny, D.A., Kashy, D., & Bolger, N. (1998). Data analysis in social psychology.

Handbook o f social psychology, 1, 233-265.

Khan, K. (2017). Impact of Electronic Word Of Mouth On Consumer Purchase 

Intention In Footwear Industry of Pakistan. Kuwait Chapter of the Arabian 

Journal o f Business and Management Review, 6(12), 52-63.

Khwaja, M.G., Jusoh, A., and Nor, K.M. (2019). Does online social presence lead to 

purchase intentions? International Journal o f Economic Policy in Emerging 

Economies, 12(2), 198-206.

161

http://davidakenny.net/cm/identify_formal.htm%23B2a


Kim, E., Sung, Y., & Kang, H. (2014). Brand followers' retweeting behavior on 

Twitter: how brand relationships influence brand electronic word-of-mouth. 

Computers in Human Behavior, 37, 18-25 

Klein, G., & Dabney, A. (2013). The cartoon introduction to statistics. Hill and Wang, 

a Division of Farrar, Straus and Giroux.

Kline, R. B. (2015). Principles and practice of structural equation modeling. Guilford 

publications.

Knoll, J. (2015). Advertising in social media: a review of empirical evidence.

International Journal o f Advertising, 1-35 

Kulmala, M., Mesiranta, N., & Tuominen, P. (2013). Organic and amplified eWOM 

in consumer fashion blogs. Journal o f Fashion Marketing and Management: 

An International Journal.

Ladhari, R., & Michaud, M. (2015). eWOM effects on hotel booking intentions, 

attitudes, trust, and website perceptions. International Journal o f Hospitality 

Management, 46, 36-45 

Lee, J., & Lee, J.-N. (2009). Understanding the product information inference process 

in electronic word-of-mouth: An objectivitye subjectivity dichotomy 

perspective. Information & Management, 46, 302-311.

Lee, J., Park, D. H., & Han, I. (2011). The different effects of online consumer reviews 

on consumers' purchase intentions depending on trust in online shopping malls: 

An advertising perspective. Internet research, 21(2), 187-206 

Lee, M. and Youn, S. (2009) “Electronic word of mouth (eWOM): How eWOM 

platforms influence consumer product judgement”, International Journal o f 

Advertising, 28(3), pp. 473-499.

Leung, X. Y., Bai, B., & Stahura, K. A. (2015). The marketing effectiveness of social 

media in the hotel industry: A comparison of Facebook and Twitter. Journal 

o f Hospitality & Tourism Research, 39(2), 147-169 

Lever, M. W., Mulvey, M. S., & Elliot, S. (2017). From Hashtags to Shopping Bags: 

Measuring the Rise of eWOM through Social Media and its Impact on 

Travelers’ Shopping Patterns 

Lin, J. and Zhan, L. (2011) “Online Persuasion: How the Written Word Drives 

WOMEvidence

162



Lin, T.M.., Lu, K.-Y. and Wu, J.-J. (2012) “The effects of visual information in eWOM 

communication”, Journal o f Research in Interactive Marketing, 6(1), pp. 7

26.

Little, T. D., Lindenberger, U., & Nesselroade, J. R. (1999). On selecting indicators 

for multivariate measurement and modeling with latent variables: When" 

good" indicators are bad and" bad" indicators are good. Psychological 

methods, 4(2), 192.

Lopez, M., & Sicilia, M. (2014). Determinants of e-WOM influence: The role of 

consumers' internet experience. Journal o f Theoretical and Applied Electronic 

Commerce Research, 9, 28-43.

Lowry, P. B., & Gaskin, J. (2014). Partial least squares (PLS) structural equation 

modeling (SEM) for building and testing behavioral causal theory: When to 

choose it and how to use it. IEEE transactions on professional communication, 

57(2), 123-146.

Lowry, P. B., Gaskin, J., Twyman, N., Hammer, B., & Roberts, T. (2012). Taking ‘fun  

and games’ seriously: Proposing the hedonic-motivation system adoption 

model (HMSAM)

Luo, C., Luo, X. R., Schatzberg, L., & Sia, C. L. (2013). Impact of informational 

factors on online recommendation credibility: The moderating role of source 

credibility. Decision Support Systems, 56, 92-102.

Luttrell, A., Petty, R. E., & Xu, M. (2017). Replicating and fixing failed replications: 

The case of need for cognition and argument quality. Journal o f Experimental 

Social Psychology, 69, 178-183.

MacKenzie, S. B., Podsakoff, P. M., & Jarvis, C. B. (2005). The problem of 

measurement model misspecification in behavioral and organizational research 

and some recommended solutions. Journal o f Applied Psychology, 90(4), 710.

Madden, T. J., Ellen, P. S., & Ajzen, I. (1992). A comparison of the theory of planned 

behavior and the theory of reasoned action. Personality and Social Psychology 

Bulletin, 18(1), 3-9

Mahmood, S., Khwaja, M. G., & Jusoh, A. (2019). Electronic word of mouth on social 

media websites: role of social capital theory, self-determination theory, and 

altruism. International Journal o f Space-Based and Situated Computing, 9(2), 

74-89.

163



Malhotra N. K., Dash S. (2011). Marketing Research an Applied Orientation. London: 

Pearson Publishing.

Mallya, J., & Lakshminarayanan, S. (2017). Factors Influencing Usage of Internet for 

Academic Purposes Using Technology Acceptance Model. DESIDOC Journal 

o f Library & Information Technology, 37(2), 119 

Marangunic, N., & Granic, A. (2015). Technology acceptance model: a literature 

review from 1986 to 2013. Universal Access in the Information Society, 14(1), 

81-95

Mariani, M. M., Di Felice, M., & Mura, M. (2016). Facebook as a destination 

marketing tool: Evidence from Italian regional Destination Management 

Organizations. Tourism Management, 54, 321-343 

Martinez-Lopez, F. J., & D'Alessandro, S. (2020). Advances in Digital Marketing and 

eCommerce. Springer.

Matute, J., Polo-Redondo, Y., & Utrillas, A. (2016). The influence of EWOM 

characteristics on online repurchase intention: Mediating roles of trust and 

perceived usefulness. Online Information Review, 40(7), 1090-1110 

Mazhar, F., Jam, F. A., & Anwar, F. (2012). Consumer trust in e-commerce: A study 

of consumer perceptions in Pakistan. African Journal o f Business 

Management, 6(7), 2516 

Melancon, J. P., & Dalakas, V. (2018). Consumer social voice in the age of social 

media: Segmentation profiles and relationship marketing strategies. Business 

Horizons, 61(1), 157-167.

Miller, K. (2002). Communications theories: Perspectives, processes, and contexts 

(2nd ed.). New York: McGraw-Hill 

Ministry of Commerce (2019). e-Commerce Policy of Pakistan 2019. Government o f 

Pakistan - Commerce Division. As accessed on 14 October 2020 

http://www.commerce.gov.pk/wp-content/uploads/2019/11/e- 

Commerce Policy of Pakistan Web.pdf 

Molla, R., (2017). Two-thirds of adults worldwide will own smartphones next year, 

Recode Online. Retrieved on 14 May 2018 

https://www.recode.net/2017/10/16/16482168/two-thirds-of-adults- 

worldwide-will-own-smartphones-next-year

164

http://www.commerce.gov.pk/wp-content/uploads/2019/11/e-Commerce_Policy_of_Pakistan_Web.pdf
http://www.commerce.gov.pk/wp-content/uploads/2019/11/e-Commerce_Policy_of_Pakistan_Web.pdf
https://www.recode.net/2017/10/16/16482168/two-thirds-of-adults-worldwide-will-own-smartphones-next-year
https://www.recode.net/2017/10/16/16482168/two-thirds-of-adults-worldwide-will-own-smartphones-next-year


Montano, D. E., & Kasprzyk, D. (2015). Theory of reasoned action, theory of planned 

behavior, and the integrated behavioral model. Health behavior: Theory, 

research and practice, 95-124 

Montazemi, A. R., & Qahri-Saremi, H. (2015). Factors affecting adoption of online 

banking: A meta-analytic structural equation modeling study. Information & 

Management, 52(2), 210-226.

Mueller, R. O., & Hancock, G. R. (2018). Structural equation modeling. In The 

reviewer’s guide to quantitative methods in the social sciences (pp. 445-456). 

Routledge.

Neuman, W. L. (2013). Social research methods: Qualitative and quantitative 

approaches. Pearson education 

Newsom, J. T. (2015). Longitudinal structural equation modeling: A comprehensive 

introduction. Routledge.

Nielsen (2018). Connectivity improves user adoption of e-commerce for evolving 

product categories like FMCG. Nielsen Online. Retrieved on 26 Nov 2019 

https://www.nielsen.com/mena/en/insights/article/2018/connectivity- 

improves-user-adoption-of-e-commerce-for-evolving-product-categories/ 

Nielsen (2019). Online sales of premium products surging around the world. Nielsen 

Online. Retrieved on 18 Dec 2019

https://www.nielsen.com/id/en/insights/article/2019/online-sales-of-premium- 

products-surging-around-the-world-article-april-2019/

O'Connor, P. (2008). User-generated content and travel: A case study on 

Tripadvisor.com. Information and Communication Technologies in Tourism 

2008, 2, 47-58

Ohanian, R. (1990). Construction and validation of a scale to measure celebrity 

endorsers' perceived expertise, trustworthiness, and attractiveness. Journal o f 

Advertising, 19, 39-52.

Pakistan Advertisers Society, (2017), Digital in 2017: Global Overview. Pakistan 

Advertisers Society. Retrieved on 4 June 2018 http://pas.org.pk/digital-in- 

2017-global-overvi ew/

Pakistan Observer (2018). Online shopping scams. Pakistan Observer Online, 

Retrieved on 28 June 2018 https://pakobserver.net/online-shopping-scams/

165

https://www.nielsen.com/mena/en/insights/article/2018/connectivity-improves-user-adoption-of-e-commerce-for-evolving-product-categories/
https://www.nielsen.com/mena/en/insights/article/2018/connectivity-improves-user-adoption-of-e-commerce-for-evolving-product-categories/
https://www.nielsen.com/id/en/insights/article/2019/online-sales-of-premium-products-surging-around-the-world-article-april-2019/
https://www.nielsen.com/id/en/insights/article/2019/online-sales-of-premium-products-surging-around-the-world-article-april-2019/
http://pas.org.pk/digital-in-2017-global-overview/
http://pas.org.pk/digital-in-2017-global-overview/
https://pakobserver.net/online-shopping-scams/


Pan, L.-Y., & Chiou, J.-S. (2011). How much can you trust online information? Cues 

for perceived trustworthiness of consumer-generated online information. 

Journal o f Interactive Marketing, 25, 67-74.

Park, C., & Lee, T. M. (2009). Information direction, website reputation and eWOM 

effect: A moderating role of product type. Journal o f Business research, 62(1), 

61-67.

Park, E., & Kim, K. J. (2014). An integrated adoption model of mobile cloud services: 

exploration of key determinants and extension of technology acceptance 

model. Telematics and Informatics, 31(3), 376-385 

Pelaez, A., Chen, C. W., & Chen, Y. X. (2019). Effects of perceived risk on intention 

to purchase: A meta-analysis. Journal o f Computer Information Systems, 

59(1), 73-84.

Petty, R. E., & Cacioppo, J. T. (1986). Communication and persuasion: Central and 

peripheral routes to attitude change. New York: Springer-Verlag 

Pitta, D. A., & Fowler, D. (2005). Online consumer communities and their value to 

new product developers. Journal o f Product & Brand Management, 14(5), 

283-291.

Priansa, D. J., & Suryawardani, B. (2020). Effects of E-Marketing and Social Media 

Marketing on E-commerce Shopping Decisions. Jurnal Manajemen Indonesia, 

20(1).

Qu, M., Kim, J., & Choi, S. (2017). The effects of multidimensional customer trust on 

purchase and eWOM intentions in social commerce based on WeChat in China. 

Asia Pacific Journal o f Information Systems, 27(2), 77-98 

Quinlan, C., Babin, B., Carr, J., & Griffin, M. (2019). Business research methods.

South Western Cengage 

Rahn, M., (2019). Factor Analysis: A Short Introduction, Part 5-Dropping 

unimportant variables from your analysis. The Analysis Factor. As accessed 

on 14 October 2020. https://www.theanalysisfactor.com/factor-analysis-5/ 

Raubenheimer, J. (2004). An item selection procedure to maximize scale reliability 

and validity. SA Journal o f Industrial Psychology, 30(4), 59-64.

Rauniar, R., Rawski, G., Yang, J., & Johnson, B. (2014). Technology acceptance 

model (TAM) and social media usage: an empirical study on Facebook. 

Journal o f Enterprise Information Management, 27(1), 6-30

166

https://www.theanalysisfactor.com/factor-analysis-5/


Reichelt, J., Sievert, J., & Jacob, F. (2014). How credibility affects eWOM reading: 

the influences of expertise, trustworthiness, and similarity on utilitarian and 

social functions. Journal o f Marketing Communications, 2 (1-2), 65-81 

Richins, M.L. (1983) “Negative Word-of-Mouth by Dissatisfied Consumers : A Pilot 

Study”, Journal o f Marketing, 47(1), pp. 68-78 

Riffai, M. M. M. A., Grant, K., & Edgar, D. (2012). Big TAM in Oman: exploring the 

promise of on-line banking, its adoption by customers and the challenges of 

banking in Oman. International Journal o f Information Management, 32(3), 

239-250

Russell, T., & Reimer, T. (2020). Attribute degree centrality and attribute tie strength 

as criteria of argument quality. Communication Monographs, 1-23.

Safiih, M., & Azreen, N. (2016). Confirmatory Factor Analysis Approach: A Case 

Study of Mathematics Students' Achievement in TIMSS. Malaysian Journal 

o f Mathematical Sciences, 10, 41-51.

Saleem, A., & Ellahi, A. (2017). Influence of Electronic Word of Mouth on Purchase 

Intention of Fashion Products on Social Networking Websites. Pakistan 

Journal o f Commerce & Social Sciences, 11(2)

Schlosser, A.E. (2011) “Can including pros and cons increase the helpfulness and 

persuasiveness of online reviews? The interactive effects of ratings and 

arguments”, Journal o f Consumer Psychology, 21(3), pp. 226-239 

Scott, D., (2018). Get Ready For Generation Z. Forbes. Retrieved on 22 Nov 2018 

https://www.forbes.com/sites/causeintegration/2016/11/28/get-ready-for- 

generation-z/#77142da72204 

See-To, E. W., & Ho, K. K. (2014). Value co-creation and purchase intention in social 

network sites: The role of electronic Word-of-Mouth and trust-A theoretical 

analysis. Computers in Human Behavior, 31, 182-189 

Sekaran, U., & Bougie, R. (2016). Research methods for business: A skill building 

approach. John Wiley & Sons 

Sen, S. and Lerman, D. (2007) “Why are you telling me this? An examination into 

negative consumer reviews on the web”, Journal o f Interactive Marketing, 

21(4), pp. 76-94

Sharif, M. A., Ahmad, W., & Ahmad, A. (2016). Electronic word of mouth: 

investigating the influence of electronic message source credibility, message

167

https://www.forbes.com/sites/causeintegration/2016/11/28/get-ready-for-generation-z/%2377142da72204
https://www.forbes.com/sites/causeintegration/2016/11/28/get-ready-for-generation-z/%2377142da72204


appeal and brand equity on consumer purchase intention". City University 

Research Journal, 6(01), 151-165 

Shen, X. L., Cheung, C. M. K., & Lee, M. K. O. (2013). What leads students to adopt 

information from wikipedia? An empirical investigation into the role of trust 

and information usefulness. British Journal o f Educational Technology, 44(3), 

502-517

Shin, D., Song, J. H., & Biswas, A. (2014). Electronic word-of-mouth (eWOM) 

generation in new media platforms: The role of regulatory focus and collective 

dissonance. Marketing Letters, 25(2), 153-165.

Shu, M. L., & Scott, N. (2014). Influence of social media on chinese students' choice 

of an overseas study destination: an information adoption model perspective. 

Journal o f Travel & Tourism Marketing, 31(2), 286-302 

Sohn, D. (2014). Coping with information in social media: the effects of network 

structure and knowledge on perception of information value. Computers in 

Human Behavior, 32, 145-151 

Sparks, B. A., & Browning, V. (2011). The impact of online reviews on hotel booking 

intentions and perception of trust. Tourism management, 32(6), 1310-1323 

Sreejesh, S., Mohapatra, S., & Anusree, M. R. (2014). Business research methods: An 

applied orientation. Springer.

Sun, B., & Morwitz, V. G. (2010). Stated intentions and purchase behavior: a unified 

model. International Journal o f Research in Marketing, 27(4), 356-366 

Sussman, S. W., & Siegal, W. S. (2003). Informational influence in organizations: an 

integrated approach to knowledge adoption. Information Systems Research, 

14(1), 47-65

Tarhini, A., Arachchilage, N. A. G., Masa’deh, R., & Abbasi, M. S. (2015). A critical 

review of theories and models of technology adoption and acceptance in 

information system research. International Journal o f Technology Diffusion, 

6(4), 58-77

Tarhini, A., Hone, K., & Liu, X. (2013). User acceptance towards web-based learning 

systems: Investigating the role of social, organizational and individual factors 

in European higher education. Procedia Computer Science, 17, 189-197 

Tariq, M., Abbas, T., Abrar, M., & Iqbal, A. (2017). EWOM and brand awareness 

impact on consumer purchase intention: mediating role of brand image. 

Pakistan Administrative Review, 1(1), 84-102

168



Taylor, J., (2018). From boomers to gen z: how different generations adapt and react 

to new trends and technologies. Epsilon Online. Retrieved on 22 Nov 2018 

https://www.epsilon.com/ie/from-boomers-to-gen-z/

The News (2017). Islamabad population is now 1.01m, Pindi 2.1m. The News 

International. As accessed on 10-Oct-2018.

https://www.thenews.com.pk/print/226954-Islamabad-population-is-now- 

101m-Pindi-21m

Tien, D. H., Rivas, A. A. A., & Liao, Y. K. (2019). Examining the influence of 

customer-to-customer electronic word-of-mouth on purchase intention in 

social networking sites. Asia Pacific Management Review, 24(3), 238-249. 

Tsiotsou, R., & Alexandris, K. (2009). Delineating the outcomes of sponsorship: 

sponsor image, word of mouth, and purchase intentions. International Journal 

o f Retail & Distribution Management, 37(4), 358-369 

Valerio, C., William, L., & Noemier, Q. (2019). The Impact of Social Media on E- 

Commerce Decision Making Process. International Journal o f Technology for  

Business (IJTB), 1(1), 1-9.

Venkatesh, V., Morris, M. G., Davis, G. B., & Davis, F. D. (2003). User acceptance 

of information technology: Toward a unified view. MIS Quarterly, 425-478 

Vimaladevi, K., & Dhanabhakaym, M. (2012). A study on the effects of online 

consumer reviews on purchasing decision. Prestige International Journal o f 

Management & IT-sanchayan, 1(1), 91-99.

Vogt, W. P., & Johnson, B. (2011). Dictionary o f statistics & methodology: A 

nontechnical guide for the social sciences. Sage.

Wallace, D., Walker, J., Lopez, T., & Jones, M. (2009). Do word of mouth and 

advertising messages on social networks influence the purchasing behavior of 

college students? Journal o f Applied Business Research, 25(1), 101-110 

Wallace, L. G., & Sheetz, S. D. (2014). The adoption of software measures: A 

technology acceptance model (TAM) perspective. Information & 

Management, 51(2), 249-259 

Walsh, G., Schaarschmidt, M., & Ivens, S. (2017). Effects of customer-based corporate 

reputation on perceived risk and relational outcomes: empirical evidence from 

gender moderation in fashion retailing. Journal o f Product & Brand 

Management, 26(3), 227-238

169

https://www.epsilon.com/ie/from-boomers-to-gen-z/
https://www.thenews.com.pk/print/226954-Islamabad-population-is-now-101m-Pindi-21m
https://www.thenews.com.pk/print/226954-Islamabad-population-is-now-101m-Pindi-21m


Wang, S., Cunningham, N. R., & Eastin, M. S. (2015). The impact of eWOM message 

characteristics on the perceived effectiveness of online consumer reviews. 

Journal o f Interactive Advertising, 15(2), 151-159.

Wei, Z., & Ke, Y. (2012). The wisdom of the crowds: creating value with blogs and 

eWoM. In Understanding the Interactive Digital Media Marketplace: 

Frameworks, Platforms, Communities and Issues (pp. 330-337). IGI Global. 

Westerman, D., Spence, P. R., & Van Der Heide, B. (2014). Social media as 

information source: Recency of updates and credibility of information. Journal 

o f Computer-Mediated Communication, 19, 171-183.

Willemsen, L., Neijens, P. C., & Bronner, F. A. (2013). Webcare as customer 

relationship and reputation management? Motives for negative electronic word 

of mouth and their effect on webcare receptiveness. In Advances in Advertising 

Research (Vol. IV) (pp. 55-69). Springer Fachmedien Wiesbaden 

Wingo, N. P., Ivankova, N. V., & Moss, J. A. (2017). Faculty Perceptions about 

Teaching Online: Exploring the Literature Using the Technology Acceptance 

Model as an Organizing Framework. Online Learning, 21(1), 15-35 

Wolny, J., & Mueller, C. (2013). Analysis of fashion consumers' motives to engage in 

electronic word-of-mouth communication through social media platforms. 

Journal o f Marketing Management, 29(5-6), 562-583 

Wu, M. H. (2013). Relationships among source credibility o f electronic word o f 

mouth, perceived risk, and consumer behavior on consumer generated media. 

M aster’s Thesis. University of Massachusetts Amherst 

Wu, T. Y., & Lin, C. A. (2017). Predicting the effects of eWOM and online brand 

messaging: Source trust, bandwagon effect and innovation adoption factors. 

Telematics and Informatics, 34(2), 470-480.

Yan, Q., Wu, S., Wang, L., Wu, P., Chen, H., & Wei, G. (2016). E-WOM from e- 

commerce websites and social media: Which will consumers adopt?. 

Electronic Commerce Research and Applications, 17, 62-73.

Yan, Q., Wu, S., Zhou, Y., & Zhang, L. (2018). How differences in eWOM platforms 

impact consumers’ perceptions and decision-making. Journal o f 

Organizational Computing and Electronic Commerce, 28(4), 315-333.

Yoo, B., & Donthu, N. (2001). Developing a scale to measure the perceived quality of 

an Internet shopping site (SITEQUAL). Quarterly Journal o f Electronic 

Commerce, 2(1), 31-45.

170



Yusuf, A. S., & Busalim, A. H. (2018). Influence of e-WOM engagement on consumer 

purchase intention in social commerce. Journal o f Services Marketing.

Zhang, K. Z. K., Cheung, C. M. K., & Lee, M. K. O. (2014). Examining the moderating 

effect of inconsistent reviews and its gender differences on consumers' online 

shopping decision. International Journal o f Information Management, 34(2), 

89-98

Zhang, T., Abound Omran, B., & Cobanoglu, C. (2017). Generation Y’s positive and 

negative eWOM: use of social media and mobile technology. International 

Journal o f Contemporary Hospitality Management, 29(2), 732-761

Zhang, X. J., Wu, Y., & Li, Y. (2019). The tendency of trust in a distrustful 

environment: the mediation role of contextual perceptions in eWOM. Journal 

o f Marketing Development and Competitiveness, 13(5).

Zikmund, W. G., Babin, B. J., Carr, J. C., & Griffin, M. (2013). Business research 

methods. Cengage Learning

171



APPENDIX-I

LIST OF PUBLICATIONS

1. Khwaja, M. G., Jusoh, A., & Nor, K. M. (2019). Does online social presence lead 

to purchase intentions? International Journal o f Economic Policy in Emerging 

Economies, 12(2), 198-206.

2. Khwaja, M. G., Jusoh, A., & Nor, K. M. (2019). Does Electronic word-of-mouth 

(eWOM) on Social Media leads to Information Adoption? Empirical Evidence 

from the Emerging Markets! International Journal o f Recent Technology and 

Engineering. 5(4), 3281-3288

215


