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Research on the Rapport Management in Responses to Negative Reviews Online

XIA Yu-qiong
(Jinling Institute of Technology, Nanjing 211169, China)

Abstract: The development of electronic commerce has dramatically changed the consumers’
ways of accessing information and evaluations. Among them the negative reviews posted online
have a considerable impact on the consumers’ purchasing decisions due to their easier accessibil-
ity and higher credibility. The data sets in this study are composed of 100 responses to negative
reviews online from the E-commerce platforms and nine types of speech acts are commonly
found. Drawing upon the framework of Spencer-Oatey’s rapport management, this paper inves-
tigates how the business attempts to enhance rapport with the dissatisfied customers from the
perspectives of face, sociality rights and obligations, and the realization of interactive commu-
nication goals. Then, the findings should be of practical significance to the practitioners re-
sponsible for writing review responses, which is conducive to building a harmonious relation-
ship between businesses and consumers.

Key words: responses to negative reviews online; rapport management; speech acts



