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Understanding online product ratings:

A customer satisfaction model
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6. Implications, limitations, and conclusion

In this study, we have shown that the customer satisfaction model of
online product ratings is better suited to explain the score of ratings
than traditional quality-centered explanations. This means that
customers' ratings of products depend on their expectation about
these products and their performance. This finding has rich and
concrete implications for both research and practice.

The development and empirical test of this model advances
theoretical knowledge by introducing the customers' expectation as
a determinant of online ratings. Thereby, we refine the current
understanding of the baseline of online ratings. The empirical re-
sults suggest that the model provides a valuable tool to analyze
online ratings and is a valid starting point to elaborate on biases
more accurately.
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