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One of the core research issues in marketing is word-of-mouth (WOM, customer reviews). Consumers trust WOM,
which has strong influence on their decision-making. On the other hand, because not all users pose WOM, but only a
small proportion do, bias or distortion (selection bias) in the expressed WOM is observed. Therefore, in this study,
using large-scale data from consumer surveys (unbiased data) and these on the web (biased data), we have (1)
theoretically and inductively explored the factors generating selection bias, and (2) proposed methods to compensate

it. This has made a tiny academic contribution toward WOM posting mechanisms, and a negligible practical

contribution toward making precise decisions for consumers and firms.




