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Contribution to the society

Research and development

Taking the initiative
for establishing a basis
of Internet business

Taking the initiative
for establishment
of healthy society

on the Internet

stablishment
of the future society
on the Internet

Taking the initiative
on training human resources
for the advanced technol ogy

Taking the initiative
on the internaticonal cooperation

for the Internet
International cooperation

Enlightenment and deployment
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(Executive Summary)

A Study on Measures to Improve Online Consumer
Review Systems

Kyoung-A Lee

Information sharing among consumers is one of the measures that can
be used to resolve information asymmetries between business operators
and consumers, and it can enhance the reliability of consumption markets
that are run based on consumers’ right to be informed and provision of
various choices for consumers, In order for online consumer reviews to
be used as meaningful information, it is important to improve the
screening system that filters out false, deceptive or calumnious contents.

In this context, this study has tried to (1) identify the types and
characteristics of online consumer reviews, (2) examine the current status
of voluntary restrictions in this field both home and abroad, (3) review
relevant laws and institutions both in and outside the nation, and (4)
analyze representative examples of consumer disputes and issues related
to online consumer reviews,

Based on the analysis, this study has suggested some improvement
measures and implications from the viewpoint of consumer empowerment

as follows,
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First, establishment of “Guidelines on Writing Online Consumer Reviews”
has been proposed in a way to strengthen the reliability of online
consumer reviews, which will adopt “negative list” method through which
all activities, excluding those specified in the negative list, are allowed.
The guidelines need to include clear definition of online consumer
reviews, minimum restrictions on writing those reviews such as prohibiting
foul language and maleficence, and bad examples of online consumer
reviews,

Secondly, when the revision of Act on the Promotion of Information
and Communications Network Utilization and Information Protection, etc,
is made, the current provision under Article 47.3, about the “refusal of
request to unblock the users” should be deleted, since it can restrict
consumers freedom of expression as the scope of Information and
Communication Service providers' judgement has expanded. Besides, a
guideline based on which business operators can speak for the need of
temporary measures needs to be established as well,

Thirdly, reinforcement of market monitoring on online consumer
reviews has been suggested. Markets need to be able to provide warnings
continuously, based on the prohibited activities of business operators
specified under Article 21.1.1 of Act on Consumer Protection in Electronic
Commerce, etc,, and Screening Guidelines on Recommendations and
Warranties for Labeling and Advertising.

Finally, development of “Guidelines on Management of Online
Consumer Reviews (working title)” has been suggested for businesses and

major online review sites, which include management policies,



writing/managing criteria, rating orders, measures to deal with negative
reviews, and relevant laws and regulations, reflecting legal and moral
obligations of business operators,

As a future step, the study has also suggested further researches need
to be conducted on the establishment of individual acts such as
“Consumer Review Fairness Act” in the U.S, and regulations on video clips
or comments of individual Broadcasting Jockeys that are corresponding to

consumer reviews,
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