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Abstract
New media has brought customers closer; they indulge in eWOM and facilitate the diffusion
of brand-related information to a much larger audience. Unlike Face to Face WOM, which
originates from known and trustworthy sources, eWOM may originate from sources where no
significant prior relationship exists and also lacks nonverbal cues. Therefore, the influence of
eWOM towards Brand Attitude is likely to be moderated by credibility perceptions derived

from both, the source and the content (message) of the eWOM.

This study, with the help of an extensive factorial design experiment, examines whether
credibility, derived from various cues of source and message embedded in the social media
interface, moderates the influence of eWOM. Utilising the Facebook interface, a total of 124
experiments were conducted. Results of our study confirm the moderating role of credibility
and also identify self-shared and system-generated source and message cues that help
establish an overall perception of credibility. Results also suggest that source and message
credibility have a significant interaction effect and only overall high perceived credibility
significantly influences brand attitude. Study recommends caution to marketers while
selecting online influencers for ‘induced eWOM’ campaign as believability may be
moderated by all the manifestations of credibility pointed out in current research.
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