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Abstract

In the context of the rapid development of digital consumption, online reviews have emerged as a cru-
cial information signal affecting consumers’ purchase decisions on e-commerce platforms. Consumer
choice is jointly determined by service value, waiting costs, and review information. To examine the
economic effects of review manipulation, this study models the order fulfillment processasan M/M/1
queueing system and analyzes how manipulated reviews influence consumers’ purchase probability
and merchants’ profits. The results indicate that review manipulation increases consumers’ expected
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service quality and, in turn, raises their likelihood of purchase. Furthermore, the greater consumers’
reliance on online reviews, the stronger the incentive for merchants to engage in review manipula-
tion. These findings also imply that platforms should enhance the detection probability of manipu-
lated reviews and impose stricter penalties on fraudulent behavior, so as to curb merchants’ incen-
tives to capture demand through review distortion. This study contributes to a better understand-
ing of the economic consequences of review signals in e-commerce platforms and offers theoretical
implications for platform governance and regulatory policy.
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Figure 1. Impact of review manipulation on customers’ probability of joining
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Figure 2. Optimal manipulation intensity as a function of social
learning intensity
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