
Dakota State University Dakota State University 

Beadle Scholar Beadle Scholar 

Research & Publications College of Business and Information Systems 

2020 

Credibility Analysis of Customer Reviews on Amazon: A Design Credibility Analysis of Customer Reviews on Amazon: A Design 

Science Approach Science Approach 

Jun Liu 
Dakota State University 

Piyush Vyas 
Dakota State University 

Follow this and additional works at: https://scholar.dsu.edu/bispapers 

Recommended Citation Recommended Citation 
Liu, Jun and Vyas, Piyush, "Credibility Analysis of Customer Reviews on Amazon: A Design Science 
Approach" (2020). Research & Publications. 365. 
https://scholar.dsu.edu/bispapers/365 

This Conference Proceeding is brought to you for free and open access by the College of Business and Information 
Systems at Beadle Scholar. It has been accepted for inclusion in Research & Publications by an authorized 
administrator of Beadle Scholar. For more information, please contact repository@dsu.edu. 

https://scholar.dsu.edu/
https://scholar.dsu.edu/bispapers
https://scholar.dsu.edu/biscollege
https://scholar.dsu.edu/bispapers?utm_source=scholar.dsu.edu%2Fbispapers%2F365&utm_medium=PDF&utm_campaign=PDFCoverPages
https://scholar.dsu.edu/bispapers/365?utm_source=scholar.dsu.edu%2Fbispapers%2F365&utm_medium=PDF&utm_campaign=PDFCoverPages
mailto:repository@dsu.edu


Association for Information Systems Association for Information Systems 

AIS Electronic Library (AISeL) AIS Electronic Library (AISeL) 

AMCIS 2020 TREOs TREO Papers 

8-10-2020 

Credibility Analysis of Customer Reviews on Amazon: A Design Credibility Analysis of Customer Reviews on Amazon: A Design 

Science Approach Science Approach 

Piyush Vyas 
Dakota State University, piyush.vyas@trojans.dsu.edu 

Jun Liu 
Dakota State University, jun.liu@dsu.edu 

Follow this and additional works at: https://aisel.aisnet.org/treos_amcis2020 

Recommended Citation Recommended Citation 
Vyas, Piyush and Liu, Jun, "Credibility Analysis of Customer Reviews on Amazon: A Design Science 
Approach" (2020). AMCIS 2020 TREOs. 23. 
https://aisel.aisnet.org/treos_amcis2020/23 

This material is brought to you by the TREO Papers at AIS Electronic Library (AISeL). It has been accepted for 
inclusion in AMCIS 2020 TREOs by an authorized administrator of AIS Electronic Library (AISeL). For more 
information, please contact elibrary@aisnet.org. 

https://aisel.aisnet.org/
https://aisel.aisnet.org/treos_amcis2020
https://aisel.aisnet.org/treos
https://aisel.aisnet.org/treos_amcis2020?utm_source=aisel.aisnet.org%2Ftreos_amcis2020%2F23&utm_medium=PDF&utm_campaign=PDFCoverPages
https://aisel.aisnet.org/treos_amcis2020/23?utm_source=aisel.aisnet.org%2Ftreos_amcis2020%2F23&utm_medium=PDF&utm_campaign=PDFCoverPages
mailto:elibrary@aisnet.org%3E


 Credibility Analysis of Customer Reviews on Amazon  

 Twenty-Sixth Americas Conference on Information Systems, Salt Lake City, 2020 1 

Credibility Analysis of Customer Reviews on 
Amazon: A Design Science Approach 

TREO Talk Paper 

Piyush Vyas 
Dakota State University 

piyush.vyas@trojans.dsu.edu 

Jun Liu 
Dakota State University 

jun.liu@dsu.edu 

Abstract  

This research examines the problem of identification and elimination of malicious customer reviews on 
Amazon.com. Online customer reviews are increasingly considered crowd-sourced consumer opinions 

that significantly influence online purchasing decisions (Hu, 2012). However, most current approaches to 
detecting fake reviews rely on either manual assessment of the reviews or the use of the mechanical 
Amazon Turks service (Mukherjee, 2014; Munzel, 2015). Manual assessment of customer reviews is not 
scalable in practice, leaving the quality of the current approaches to detect fake reviews questionable.  The 
primary goal of our research is to develop a model of credibility analysis that automatically classifies 
amazon customer reviews as credible or non-credible. This model is developed based on the Design 
Science Research Methodology (Peffers, 2007) and encompasses a Recurrent Neural Network (RNN) with 

Long Short-Term  Memory (LSTM) as a classification technique. We first identify features of online 
customer reviews that can be used to effectively separate credible reviews from non -credible ones. Then 
fed the review dataset based on identified features to our proposed model for the assessment of review’s 
credibility. The study of existing literature indicates that most of current research on fake review focusses 
on the content of the reviews (Hu et al., 2012; Munzel, 2015).We, however, believe that content is only 
part of an effective method for detecting fake reviews. Our proposed model considers not only the textual 
but also the writing style and user related features of reviews. Further, we will compare our LSTM based 

model with other algorithms used in detecting misleading information such as Dynamic Series-Time 
Structure-based Support Vector machine (SVM-DSTS) (Ma, Gao, 2015) and Decision tree ranking (DT-
Rank) (Zhao, 2015). Initial Design of proposed model will be presented for this TREO talk and encourage 
discussion concerning misleading customer reviews, existing fake review elimination initiatives, and 
Design science as an approach. 
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