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Research Background

Local businesses are taking advantage of online review platforms
such as Yelp, especially for customer service.
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Figure: claiming status on Yelp, TripAdvisor, and Yellowpage
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Figure: claiming status on Google
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Research Background

Figure: business page claiming is free

Many business pages are not claimed. For example, 32% of all
business pages on Google were unclaimed (Hartzer 2018). Why?
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Research Background

If we explain the phenomenon as a separating equilibrium of a
signaling game, what is the nature of the signaling cost? After all,
the benefit of business page claiming is clear while its financial or
operational cost is negligible.

Research Question

What is the impact of business page claiming on customer
evaluations?

Literature gap:

managerial response: Gu and Ye (2014), Ma et al. (2015),
Proserpio and Zervas (2017), Chevalier et al. (2021), Kumar
et al. (2018), Chen et al. (2019), Proserpio et al. (2021)

social media presence and interaction: Miller and Tucker
(2013), Homburg et al. (2015), Ren et al. (2023)
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Hypothesis

Customers write reviews mostly because of intrinsic motivation and have
an intended audience in mind. Consider two modes of review writing:

Customer-oriented: sharing service experience with fellow
customers — likely unchanged after claiming

Owner-oriented: writing reviews to impact business — likely
strengthened after claiming

Customers who would have otherwise exit might choose to
voice (Hirschman 1970) given owner presence.

Hypothesis

Business page claiming lowers overall customer ratings.
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Empirical Design

Data

Yelp reviews of new restaurants that have gained popularity in the
200 most populated U.S. cities.

About 19% of the restaurants claimed business pages from
Nov. 2022 to Sep. 2023.

Restaurants that have utilized any features after the business page
claiming are removed.

Managerial responses

Private message availability

Store promotions made by each owner (e.g., Yelp Deal)
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Empirical Design

Identification

Figure: Generalized Difference-in-Differences (Callaway and Sant’Anna 2021)
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Empirical Design

Figure: effect of claiming on overall rating (unit of analysis: review)
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Empirical Design

Figure: effect of claiming on rating distribution
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Empirical Design

Figure: effect of claiming on review word count
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Empirical Design

Figure: effect of claiming on owner addressing



15/17

To Claim or Not to Claim? The Reputation Risk of Business Page Claiming

Empirical Design

Robustness Check: Google Reviews as Control
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Conclusion

Conclusions

Business page claiming hurts online reputation, at least in the short term.

overall rating: ↓

likelihood of 1-star rating: ↑

length of 1-star review: ↑

owner-addressing complaints: ↑

Business owners who claim business pages without taking any further
actions may face reputational risks, hence should

strategically time their claiming;

adequately prepare for the negative impact.
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Thank You!
Question Question Question Question Question Question

Question Question Question Question Question Question
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