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Abstract

Online consumer reviews, as a type of Word-
of-Mouth (WOM), are regarded by potential buyers
as a source of information to reduce uncertainty in
making buying decisions, and therefore could
impact a product’s sales. This type of review is
different from the conventional reviews written by
professional critics, as consumers are given the
independence to write and publish their own
reviews of a purchased product. As a result, online
consumer reviews have become an attractive
research topic for the academic circle. However,
comparative studies as to how professional critics
and consumer critics write are still scarce. This
research therefore aims to explore such discrepan-
cies, utilizing genre analysis as a framework, and
focusing on the written structures of the two types

of reviews. The total sample for this study was 50;
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25 for professional reviews and 25 for consumer
reviews. It was found that the written structure of
the professional reviews were more structured and
uniform, whereas the structure of the consumer
reviews were inconsistent. It was also found that
professional critics keep their writing less personal
and less persuasive, whilst consumer critics have
the tendency to articulate their own personal

reading experience.

Keywords: Genre analysis; Book reviews; Online

reviews
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Introduction

Word-of-mouth (WOM) is an exchange of information about
goods and services among consumers and has long been recognized
as a powerful marketing tool, which can cause a significant impact on
consumers’ buying decision, (Schindler & Bickart, 2012). Because
buying a product is an investment in uncertainty, information that
could reduce that uncertainty is valuable. One type of WOM that has
become more influential over these past decades is online consumer
reviews. Such phenomenon is owing to the rise of the Internet
technology. To assist possible customers with their buying decisions,
online retailer stores, such as Amazon.com, provide a section of
consumer reviews on each page of a product. As opposed to the
more conventional reviews written by professional critics, consumers
themselves can become the critics, as such systems enable them to
comment and/or provide information about the purchased products.
A lot of previous research can be found on the generic structure of
book reviews (i.e. Motta-Roth, 1995, Khunkitti, 2005). However,
comparative studies as to how professional critics and consumer
critics write are still scarce. This research therefore aims to explore
such discrepancies in the light of genre analysis, focusing on the
written structures of these two types of reviews.

As one of the biggest online retailer stores is Amazon. com. It is
a rich source for WOM. For each page of a product, there is a section
dedicated solely to product reviews. Because Amazon.com originated
as an online bookstore, one of the most common reviews on the
website is book review. This current paper, therefore, has chosen
book reviews on Amazon.com as its research sample for online
consumer reviews. On the other hand, The New York Times’, The
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New York Review of Books, established in 1963, is a well-known
magazine that publishes book reviews by professional writers.
Because The New York Times is an American newspaper, with worldwide
influence and readership, this research selected book reviews from
The New York review of Books as research samples for professional

reviews.

Literature Review
1. Genre Analysis

Based on the definition by the pioneering work of Swales (1990),
genre is a term used to characterize a category of discourse of any
type, spoken or written, with or without literary aspirations. Bhatia
(1993) added, that there are several aspects to be considered when
defining a genre: 1) a communicative event characterized by a set of
communicative purposes; 2) the structure of genres; 3) constraints on
allowable contributions of a particular genre; and 4) these purposes
are understood and often employed by members of the discourse
community of the genre. In summary, genres are communicative
events with identifiable and recognizable communicative purposes in
a specific community, and genre analysis is an analysis on the
recularities of structure that differentiate one type of text from
another. The main objective of genre analysis is to understand and to
account for the realities of the world of texts (Bhatia, 2002). In
performing the genre analysis, Bhatia (1993) proposed a seven-step
model, which has been adopted and applied efficiently by many
researchers in the field. The seven-step model of new genre analysis
consists of the following steps:
(a) Placing the given genre-text in a situational context

164 NNSAIASIAUSINNWANLUNINS UK EDIBAIUSgUIRgU
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(b) Surveying existing literature
(c) Refining the situational/contextual analysis
(d) Selecting corpus
(e) Studying the institutional context
(f) Linguistic analysis
(g) Specialist information in genre analysis

Dudley-Evans and St. John (1998) have provided the definitions
of move and step as follows:

Move refers to “a unit that relates both to the author’s purpose
and to the content that s/he wishes to communicate”

Step refers to “a lower level text unit than move that provides
a detailed perspective on the options open to the author in setting
out the moves.”

An analysis of moves and steps is an important element of genre
analysis. Bhatia (2004, 2012) further explicated, that all frameworks of
discourse and genre analysis could offer useful insights into specific

aspects of language use in typical contexts.

2. Online Reviews

The rise of online consumer reviews has given the academic
circle various dimensions to be discussed. A number of literature
focus on the effectiveness and/or perceived helpfulness of these
product reviews. Some studies indicate that professional critics may
have a bigger influence on the buying decision of consumers than
consumer reviews, (Reinstein & Synder, 2005; Boatwright et al., 2007),
whereas another branch of studies suggests that professional critics
may be subject to more commercial biases and connections
(Dobrescu et al., 2013), thus consumers expect them to be less
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trustworthy (Zhang et al.,, 2010).

Among these studies, various factors could be identified as
influencing factors for the perceived helpfulness. One of them is the
expertise of the critics (Vermeulen and Seegers, 2009; Willemsen et
al,, 2010, Willemsen et al.,, 2011), and another is the language used
(Schellekens et al., 2010, Schindler & Bickart, 2012, Skalicky, 2013) in
the written reviews.

The work of Skalicky (2013) applied the framework of genre
analysis to analyze the rhetorical patterns that exist in Amazon.com’s
rated “most helpful” reviews in an attempt to understand the shared
values of the Amazon.com discourse community on the perceived
helpfulness, as reflected in this specific genre. The findings reported
that reviews which are similar to the “soft selling” form of advertise-
ments (Cook, 1992) are considered less helpful than those focusing
on the author or product. Jong and Burgers (2013) addresses the
difference between the writing of online film reviews by consumer
critics and professional critics utilizing genre analysis on a corpus of 72
online film reviews. They classified the moves found into descriptive
and evaluative moves, and also reported that online film reviews
written by consumer critics tend to use more evaluative moves than
professional critics.  In addition, they also often take on the
first-person perspective, whereas professional critics tend to give their
opinions in a more objective way by using the third person-

perspective.

Methodology
This study seeks to answer the following questions:
1. What are the generic structures of online professional and
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ssrdunIsallaegidurseyiasuninsalosuladnideulnsgusina




Journal of International Studies Vol. 9 No. 1 : January — June 2019

online consumer book reviews? Are they similar or different?
2. What are the linguistic implications of the discrepancies found

in the written structures of these two types of reviews?

1. Data Collection & Analysis

In order to answer the research questions, the data was
collected from two different sources to represent each type of
review. For professional reviews, 25 samples from the reviews of
fiction books dated between February 2014 and April 2016 are
selected first from The New York Times website with the simple
random sampling method. With this method, each sample is drawn
simply by chance and has an equal chance to be drawn. The reason
for picking the sample from The New York Times first is due to the
limited selection of book review articles provided by the website.
The overall average length of these reviews is 1,176 words. For online
consumer reviews, 25 samples of the same books selected from The
New York Times are collected from Amazon.com for the purpose of
comparison. All the samples used are reviews with the highest
number of people finding the review helpful from Amazon.com’s
“most helpful” review section. The overall average length of these
reviews is 524 words.

In the case that the book reviewed on New York Times cannot
be found on Amazon.com, a new sample was then selected to
replace the problematic one. With these reviews, a corpus of 50
samples was formed for the data analysis. The data analysis draws on
the theoretical framework of genre analysis, according to the work of
Swales (1990) and Bhatia (1993). In order to analyze the move structure
of the research sample, coding protocol will be developed based on
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previous literature (Motta-Roth, 1995; Nicolaisen, 2002; Khunkitti,
2005; Valensky, 2010; Jong and Burgers, 2013, Skalicky, 2013) and
guidelines on writing a book review from various online Llibrary

sources.

2. Research Procedures

All book reviews (BR) both from The New York Times and
Amazon.com are printed out and assigned specific labels: CR for
Consumer Review and PR for Professional Review, followed by the
given numbers, for example, CRO1 for Consumer Review No.1 and
PRO1 for Professional Review No.1. As this research aims to differentiate
between the writing of the professional book reviews and the
consumer book reviews, the analysis will therefore focus solely on
the content of the reviews. Graphics and materials that appeared
uniformly as a template, or a given across the page, such as, the title
of the review, the timestamp, the format purchased, as well as the
preliminary information, (author, number of pages, price, publisher
etc.) as already given by Amazon.com, and as appeared at the end of
every review from The New York Times, will be excluded. The reviews
will be examined and analyzed for the move structure and the
underlying communicative purposes of identified moves, sub-moves,
and steps, using the theoretical framework of genre analysis.

* The coding protocol is developed using earlier research and
guidelines on writing a book review from various online
library sources.

* The coding protocol is pilot-tested on a small sample of the

corpus to verify its actual usability.
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* If discrepancies are found from the pilot-test, the protocol

will be revised. Otherwise, the research will proceed to the

actual study using the obtained coding protocol.

As the move structure, as well as the moves, sub-move, and

steps are identified, the frequencies of each move, sub-move, and

step will be calculated and presented as a percentage. The results of

the analysis for both types of reviews are compared and contrasted.

The researcher also provides discussion and replies to the research

questions.

3. The Coding Protocol

The final coding protocol and the sources from which the

moves are derived are presented in Table 1 below.

Table 1 Coding protocol and sources for data analysis

Professional Critics Versus Online Consumer Critics

Move Communicative Strategies Source(s)
Purpose
Introduction Capturing - Informing - Motta-Roth
reader’s potential (1995), Nicolaisen
attention and readership (2002)
defining the - Situating the - Valensky (2010)
general topic of book within the
the book identity of the
author
- Situating the - Khunkitti (2005)
book within the
genre of fiction
- Highlighting - Pilot study
some parts of
the book
- Raising a point
from the related
topic
A Genre Analysis of Book Review Written by 169
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Move Communicative Strategies Source(s)

Purpose

Describing the
book

Informing the
reader about the
book

- Describing the
story
- Describing the

- Jong & Burgers
(2013)
- Jong & Burgers

evaluation of
the book itself
- Providing
evaluation of
the content of
the book

character (2013)
- Describing - Pilot study
the physical
characteristics
of the book
- Describing the - Pilot study
reading
experience
Evaluating the Forming an - Providing - Jong & Burgers
book attitude and evaluation of (2013), Valensky
giving a view the author (2010)
about the book - Providing

Overall
statement

Providing the
comprehensive
statement about
the book

- Recommend-
ing or disqualify-
ing the book

- Summarizing
the review or
the content of
the book

- Leaving a
cliffhanger

- Giving
comments
related to
personal
experience

- Motta-Roth
(1995), Nicolaisen
(2002)

- Skalicky (2013),

- Pilot study

- Pilot study
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Move Communicative Strategies Source(s)
Purpose
Reviewer Providing - Providing - Pilot study
information information background
about the information
reviewer about the
reviewer
- Providing a - Pilot study
brief biography
of the reviewer
Review Providing - Providing - Skalicky (2013)
information information information/reas
about the oning for
review itself writing/updating
the review
- Providing - Pilot study
information/reas
oning for
updating the
review

From Table 1, the coding protocol can be further categorized

and revised as follows:

Table 2 The revised coding protocol

Arciete) Communicative Purposes
Structures
Move 1 Introduction
Sub-move 1 Capturing reader’s attention
Step | Raising a point from the related topic (and/or)
Step Il Highlighting some aspects/parts of the book
Sub-move 2 Situating the book
Step | Situating the book within the identity of the author (and/or)

A Genre Analysis of Book Review Written by 171
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Step Il Situating the book according to readership
Move 2 Describing the book
Step | Describing the physical characteristics of the book (and/or)
Step Il Describing the story (and/or)
Step Ill Describing the character (and/or)
Step IV Describing the reading experience
Move 3 Evaluating the book
Step | Providing evaluation of the author (and/or)
Step I Providing evaluation of the book itself (and/or)
Step Il Providing evaluation of the content of the book
Move 4 Overall assessment
Step | Recommending or disqualifying the book (and/or)
Step Il Summarizing the review or the content of the book (and/or)
Step Il Leaving an ending with suspense (and/or)
Step IV Giving comments related to personal experience
Move 5 Reviewer information
Step | Providing background information about the reviewer
(and/or)
Step I Providing a brief biography of the reviewer
Move 6 Review information
Step | Providing information/reasoning for writing the review
(and/or)
Step 6 Providing information/reasoning for updating the review

Findings & Discussions

The revised coding protocol is applied to the entire corpus, and

the frequencies of occurrence of moves, sub-moves, and steps found

in professional book reviews (PRs) and online consumer book reviews

(CRs) can be summarized as written in Table 3.
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Table 3 Frequencies of occurrence of moves,
sub-moves, and steps in BRs

Rhetorical Total Number of Total Number of
Structure Occurrence in CRs Occurrence in PRs
(Percentage) (Percentage)

M1 84 100
SM1 52 76

S| 24 52

Sl 28 56

SM2 56 76

S| 24 60

Sl 28 a0

Sl 20 8

M2 92 100

S| 12 0

Sl 80 100

Sl a8 68

SIvV 36 8

M3 100 96

S| 64 76

Sl 28 4

Sl 64 84

M4 92 84

S| 36 12

SIl 28 80

Sl 12 4

SIV 60 8

M5 8 64

A Genre Analysis of Book Review Written by 173
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Rhetorical Total Number of Total Number of
Structure Occurrence in CRs Occurrence in PRs
(Percentage) (Percentage)

S| 4 20

Sli 4 40

M6 4 16

S| 4 0

Sli 0 16

1. What are the generic structures of online professional and
online consumer book reviews? Are they similar or different?
The results of the genre analysis and the summary provided in
the above table show that both CRs and PRs share an almost similar
generic structure albeit with difference in the occurrence of certain
moves and steps used. According to the data, Move 1: Introduction
and Move 2: Describing the book appear to be mandatory for PRs. For
Move 2: Describing the book, the step that always appears (100%
occurrence) in PRs is Step II: Describing the story. Move 2: Describing
the character, Step IV: Describing the reading experience appears
mostly in CRs (36%) while in PRs, the occurrence is very minor (8%).
The total occurrence for Move 3: Evaluating the book is 96% for PRs
and 100% for CRs and CRs tend to use Step II: Evaluating the book
itself (28%) more than PRs (4%). For Move 4: Overall assessment, PRs
tend to use Step Il: Summarizing the review or the content of the
book (80%), whereas CRs tend to use Step IV: Giving comments
related to personal experience (60%). Step I: Recommending or
disqualifying the book also appears more in CRs (36%) than PRs
(12%). Move 5: Reviewer information and Move 6: Review information
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appear more in PRs (64% and 16% respectively) while in CRs, they are

almost non-existent (8% and 4% respectively).
From the genre analysis, the sequence of Moves for each CR can

be listed as follows:

CRO1: M1-M3-M1-M2-M5-M4

CR02: M1-M2-M3-M4

CR0O3: M1-M2-M3-Md4-M5

CRO4: M1-M3-Md-M6

CRO5: M1-M2-M3-M4

CR06: M2-Md-M3-Ma

CRO7: M1-M2-M3-M4-M2-M3-M4-M3-M4d

CR08: M2-M3-M4

CR09: M1-M2-M3-M2-M4

CR10: M1-M2-M3-M4

CR11: M1-M2-M3-M4

CR12: M1-M3-M2-M4-M2-M3-M4

CR13: M4-M1-M3-M2

CR14: M1-M2-M3-M4

CR15: M1-M3-M2-M3-M2-M3

CR16: M1-M4-M2-M3-Md-M3

CR17: M1-M3-M2-M4

CR18: M1-M3-M2-M3-M2-M3-M4

CR19: M2-M3-M4

CR20: M1-M2-M3-M2-M4

CR21: M1-M2-M3-M2-M3-M4

CR22: M1-M4-M2-M3-M4

CR23: M1-M3-M2-M3-M4

CR24: M1-Md- M2-M3-M4

A Genre Analysis of Book Review Written by 175
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CR25: M4-M2-M3-M4
From the genre analysis, the sequence of Moves for each PR can

be listed as follows:

PRO1: M1-M2-M3-Md4-M>5
PRO2: M1-M2-M3-Md4-M>5
PRO3: M1-M2-M3-Md4-M5
PRO4: M1-M2-M3-Md4-M5
PRO5: M1-M2-M3-M4-Mé6
PRO6: M1-M2-M3-M4

PRO7: M1-M2-M3-Md4-M>5
PRO8: M1-M2-M3-M4

PR0O9: M1-M2-M3-M2-M4-M5
PR10: M1-M2-M3-M4-M5-M6
PR11: M1-M2-M3-M2

PR12: M1-M2-M3-M4-M>5
PR13: M1-M2-M3-M4-M3-M5
PR14: M1-M2-M3-M2

PR15: M1-M4-M3-M2-M3-M4
PR16: M1-M3-M2-M3-M4
PR17: M1-M2-M3-M5

PR18: M1-M2-M4-M3-M5
PR19: M1-M2-M4-M5-Mé6
PR20: M1-M2-M3-Md4-M5
PR21: M1-M3-M2-M4-M5
PR22: M1-M3-M2-M3-M4-M5
PR23: M1-M2-M3-Md4-M>5
PR24: M1-M2-M3-M4-Mé6
PR25: M1-M2-M3-M4-M5
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It can be noted that the moves and steps found in PRs are more
structured. Most PRs follow the uniform of Move 1->Move 2->Move
3->Move 4-> Move 5 (Move 6 rarely appears, thus it is optional). All
PRs always start with Move 1: Introduction and usually follow by
Move 2: Describing the book or Move 3: Evaluating the book and
conclude with Move 4: Overall assessment. Move 5: Reviewer
information is often left at the end of the review. An interesting point
here is that Move 2: Describing the book and Move 3: Evaluating the
book are often used together and the sequence of their appearance
are interchangeable. For example, the sequence of moves appeared
in PRO9Y is Move 1->Move 2->Move 3->Move 2->Move 4->Move 5 and
the sequence of moves appeared in PR16 is Move 1->Move 3->Move
2->Move 3->Move 4.

In contrast, CRs are much less structured. While some CRs follow
the same pattern as PRs, the sequence of the rest is less consistent.
Even though most CRs start with Move 1: Introduction, Move 2:
Describing the story can replace Move 1: Introduction at the top of
the review, resulting in that review having no Move 1. Such reviews
that start with Move 2 are CR06, CR08, and CR19. Move 3: Evaluating
the story and Move 4: Overall assessment too can also appear
anywhere in the review although Move 3 can be found often together

with Move 2 just like in PRs.

2. What are the linguistic implications of the discrepancies found
in the written structures of these two types of reviews?

Previous literature reported that the effectiveness / perceived
helpfulness of the review relies on the critics’ expertise and the
language used in the written reviews (e.g. Vermeulen and Seegers,

A Genre Analysis of Book Review Written by 177
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2009; Willemsen et al., 2010, Willemsen et al., 2011). The findings of
this paper, therefore, have illustrated that professional critics structure
their writings differently from their consumer counterpart. The most
obvious factor is the uniformity. PRs are apparently more uniformed
than CRs, which is a good indicator of the writer’s expertise. This point
might be one of the factors that make professional critics
“professional”.

It could also be seen from the statistics of moves and steps that
appeared in both types of reviews that, compared to their consumer
counterpart, professional critics tend to avoid mentioning their
personal experience, and opt instead to set the more neutral tone by
describing and summarizing the content of the book or the review
itself. This is in agreement with previous literature (Jong & Burgers,
2012) that professional critics tend to keep their writing less personal
and more objective. As a result, PRs tend not to recommend or
disqualify a book directly. In contrast, consumer critics recommend or
disqualify a book more openly and tend to express their personal
reading experience.

An interesting point here is that while previous research (Jong &
Burgers, 2013) states that the expertise of the writer could be a significant
factor for the effectiveness of the review, the inconsistently
structured, “less professional” reviews, are perceived as “most
helpful” on Amazon.com. This might be due to the fact that online
consumer reviews are perceived as “more truthful”, due to the story
of personal experience relayed by fellow users, thus making these

“more truthful” reviews effective.
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ssrdunIsallaegidurseyiasuninsalosuladnideulnsgusina




Journal of International Studies Vol. 9 No. 1 : January — June 2019

Conclusion

This paper provides a comparative study on the genre analysis of
reviews written by professional and consumer critics, utilizing the
framework of genre analysis. The objective of this research is to answer
2 main questions: 1) What are the generic structures of these two
types of reviews? Are they different or similar? 2) What are the linguistic
implications of the discrepancies found in the written structures of
these two types of reviews?

The researcher has selected Amazon.com as a source for research
samples for online consumer critics because, Amazon.com is one of
the largest online retailers. As for the research sample for professional
critics, The New York Times is a good candidate, due to it being an
influential magazine so well-known across the world. 25 reviews were
first taken off The New York Times website at random, then 25 reviews
of the same books were selected from Amazon.com website’s “most
helpful” section. Because Amazon.com can also be regarded as a
discourse community, samples of reviews taken from the section users
voted as “most helpful” may reflect the preference of the users on
Amazon.com. This, therefore, could be worthy taking note of, as it may
play a distinguishing role between these two types of reviews.

The coding protocol was adapted from the book review
guidelines, previous research, and the pilot study. The findings from
the application of move analysis have illustrated that professional
reviews follow quite strictly the pattern of Move 1->Move 2->Move
3->Move 4->Move 5 with Move 6 being optional. Move 1 always
appears at the top of professional reviews. Move 2 and Move 3 are
also used together and can appear before or after each other in a
review’s sequence. The most used strategies for move 2 are describing
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the story and describing the character, which usually appear together.
The review usually concludes with Move 4, with the most used
strategy of summarizing the review or the content of the book. In
contrast, online consumer reviews are much less structured. While
most online consumer reviews start with Move 1, some reviews
exclude Move 1 completely and start instead with Move 2. Except
Move 1, all other moves can appear anywhere in the review. Move 5
and Move 6 are rare for online consumer reviews.

Furthermore, steps that involve personal experience tend to be
avoided by professional critics. This could be because some potential
buyers might expect professional critics to be subject to bias and
personal connection. Therefore, professional critics tend to write
their reviews to sound less personal and less persuasive. This point is
highlighted by the fact that professional reviews rarely recommend or
disqualify a book directly. They opt instead to summarize the review
or the content of the book.

On the other hand, the inconsistent structure of reviews written
by online consumers speaks for itself, regarding the writer’s expertise.
Jong and Burgers (2013) mentioned that, the expertise of the writer
could be a significant factor in the effectiveness of the review.
However, the feedback on the Amazon.com discourse community
might be different as these “less professional” reviews are the ones
voted as most helpful. It could be possible that these online
consumer reviews are perceived as “more truthful” due to the story
of personal experience relayed by fellow users, making these “more

truthful” reviews effective.
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