SELF-DISCLOSURE AND PERCEIVED
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WHO DO YOU FEEL MORE COMFORTABLE STAYING WITH?

Host 1 Host 2
Life is beautiful, so let's We look torward to
enjoy it. hosting you.
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TRUST ENABLES SOCIAL EXCHANGE (E.G. AIRBNB)

And then, over the Internet,
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A MILLION WAYS THINGS COULD GO WRONG

s this host capable of keeping his/her
place clean, safe and comfortable?

Does this host care about satistying
my needs during my stay?

Will this host stand me up when | show up?

Is this host overcharging me?

Will | get killed??7??
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DIFFERENT MECHANISMS FOR TRUST ON AIRBNB

Reputation System
e.g. ratings, reviews

®
Assurance Policy ® ® Computer Mediated
e.g. customer service, Communication
host guarantee e.g. descriptions, chat, profiles

Stanford University



A PERSONAL EXAMPLE

Hey, I’'m Lindsey!
ey, I'm Lindsey!
New York, New York, United States - Member since May 2014

- Report th's user

I'm an emargency madicine doctor who werks antirely tec much. | live with my boyfriend Mare who is an amazingly
talented photographer and musician. We love hosting guests from around the werld and helping them explore New
York.

‘ Superhost Ravicws a Verified

Verifiec |1D

s Email address

Nl Verited GUide bOOkS (2)

s Phone number

— ) 03

) Faccbook

*— 682 Friends

() fgview‘cd

= 28 Neviews . -
~, Offine D LindseV$1Guidebook I¥ings'to do in
S~ Parsonal Infc 1clace in New York New York
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PREVIOUS WORK ON ONLINE PROFILES

A-tide

o s B codery
Profile as promise: © e Avsern) D11
A framework for s qﬁ%’;:‘:';‘
conceptualizing veracity rr gt rom
in online dating self- BSAGE
presentations
Nicole B. Ellison

M digen Saate Urive a3y, J3A

Jeffrey T. Hancock
Lomed Usiversity. LSA

Catalina L.Toma
Svicersiny o Wiscarsin Madison, USA

Abstract

Ths research explores how users conceptuslze mhyrepreseation (their cwn and
athers’) in a sperifiz genra of d1line sef.presentation: the online dating prefile.
Jeng qualitstwe data enllectnd fram 37 cnline dating participares, we explore user
anderstandings cf self-presencational practices, spedficaly how discrepancies betacen
57's orling profile anc offine presantaticn are constricted, issessad, and ustiied,
Based o0 our anclysis, we proposc the profilc 23 promibe framcwork as an amaytic
ens that captu-es user understandings about profie-based representatcn through a
quabitative aradysts of Ui reuospective relectans.,

Keywords
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arofle, selif-presertator

Coverponding autho .
Nicole B Blcon, Mchigan Sate Urhvers oy, 400 Conmunication Art k Sderces, (st Landng,
MIERIA TN LSA

mul nelbscrimsuedu

Profile as promise.
Ellison, Hancock, Toma (2011)
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JOD MATNKET SIGNALING *
MicHAEL SPENCE

L. Introduetzon, 335. -~ 2. Hinng as investment usder uncertunly, 6. -
1, Apploast eigmaling 353 - 4. Infermational foedbask end the definition of
equilibrium, 3%, — 5, Properties of nformatioral >qulibnia: an example, 351,
— 6 The isformatiomsl impast of indiow, B8 — Concusions, 374,

1. INTRODUCTION

The term “market signaling"” is not exactly a part of the well-
lefined, teehnical vocabulary of the ecencenist, As a part of the
preamble, therefore, 1 feel 1 ove the resder a waerd ol explaration
nbecut the title. I find it dificult, however, to give a coherent uad
comprehensive sxplanation of the meanng of the term abstracted
from the corterta of the cocay. In fact, it b part of my purpesc to
outline a medel in which signaling is inplicitly cofinad ard 1o ex-
plain whr one can, and perhaps shaulc, e interested in it, One
might accurately characterize my problem as a signaling one, and
that of the reader, who is faced with an investment decision ancer
uncertainty, as that of irterpreting signdls.

How the reader interprets my report of the conteat of this essay
will depesd apun his expectation concerning my sty in the market.
If one beieves I will be in the camsay markst repeatedly, taen both
the reader and ! will conterrplote the possibility that I might invest
in my future ability to communizats by accarately reporting the
content of this essay now. On the other hand, if I am to be in the
market, only once, or relatively ixfrequently, then tie above-men-
tioned pessibilivy deserves a low probabilivy. This essay is about
markets in which signaling takes plsce and 13 which the pnimary
signalers are relatively numerous unc in the market sufficizntly in-
frequently that they are not expected to (and tharefore do not) in-
vest ir aoquiring signaling reputations,

*1he esay 1s based on the authors doctoral dssertation (“Market
Sigaalling: The Informatioral Structure of Job Markets aad Relsted Pie-
nomens,” Ph.D, thesis, Harvard University, 192), forthoomng as a book en-
titled Markot Sigralizg; 'mfcrmation Tramsfer in Niring asd Releted Screemng
Processes i the Harvard Economic Stedies Series, Harvard University Press,

The aim here &= 0 at the suthae of the sigudling maxddd sl somie uf its
con:lusons. Generalitatiyns of the numenical exampes usec for expositional
purposes here are fourd m ilid. and elewiere.

I owe many poople thanks for help m the eoume of the carrmt stuly,
too many 0 nendon all. However, 1 should sckrowhkdg: espliatly the
mitide of my debis w Kvauelth Aovw anc Thusme Schiclling for persistent

directizg my stteation to nev and interesting problems.

Signals in Social Supernets

udith Donath

AT hledu Laa

soal network ster (SNSs! provide @ mew wity fo orparize avd novigaie an egecenine
el metwore. Are they @ fod, braofls populir o wtimaely weles® Or are they the
aabingers of a wew ond more poweniud soaa! world, wherr the alvliyy © wsimaia on
unmersc nervork—a saclal Tseperna T fundamennilly hatge the sake of T
wcety? Ths artcle presemis sgralng theory 25 a conceptial framewerd with wiich ‘o
assess the vassfermearve perestial of SNSs amd v puide their desige © mabe thew ine
mwe offective sacial wds T e howe the cors agavievd with addwmg fronds avd
evlaaring profiles aflect the reariley of waers’ solf presavtations entmines staregres
wch @ wformatior Sokiow and rakaaking, and Juws few dese con el doaingm
#ffect how e pabikcl-dusphared socrdl netwonk didk e estabashment of tnast, adertiy,
end cxoperation—ihe coentiad fesndctions for an apanded ocaal world

<ot 1111} 0836101 2007 00394

Grooming, Gemig, and Ornline Friencing

Lodal txs provide many bencfis, indluding compeniorslap aicco to infermaion,
and emotosal ind matetial mipport (Granoverer, 1933 Wdlman, Garos, &
Hathomthwate 1997; Wellman & Gulia, 1991 Increasing the namber of txes
increcses sccesi 1y these henehits, although tine and cognitive constnints predude
indefinie capansons of wid’s pasonal ixtwork. Yot if mnintaning g vex o
tecone wore temporally sihciznt ind cognitively cifectve, o sheud be possitle
o increase the saale of oene's social world—to create a “superret” with many noce
ties thar is faasible wathoutsccidl asistive tooks. The question this artsde addreces
15 whetker sochl nawork +htes (SNSs) ars 3 tecknology trat cin bring this adout

Ir the wild, apes groom eick o'her, picking threugh fur to rentove parasitx bugs.
This sevavicr help: with hygiens and is selixing and plessant far the recipient.
Peihaps ot inpoctandy, it establishes socid bouds. Apes who giovim cach cther
are more kkely te teb> cach other and not fight, long grooming sessicns are iime
corsuming, howsver Snce the ape sna akn spend many hanrs fading frad,
dccping cic, it s clzar that grooming can sustain cnlr a limiied rumber of rdason-
shups (L'unbar, 19%).

Mowrmad ol Cmpetnr Madutel Commmnasnan 13 2080 131 251 4 200 rerwsandd Cammpnasar Anstanon 239

Signaling theory.
Spence (2002), Donath (2007)




RESEARCH QUESTIONS

RQ1: What kinds of information do hosts self-disclose to
signal their trustworthiness?

RQ2: What is the effect of different types of self-disclosure
on perceived trustworthiness?

RQ3: Do profile-based perceptions of trustworthiness predict
choice of host on Airbnb?
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OUTLINE

Method What do hosts self- How does self-disclosure Does perceived Discussion,
disclose? impact perceived trustworthiness Limitation,
trustworthiness? predict choice? Future Work
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Coder 1
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300 Sentences

Coder 2
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DEVELOPING TOPICS

An iterative, inductive approach

amazon mechanicalturk
4 )
Another 300
Sentences
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amazon mechanicalturk

- N
5,248 sentences

from 1,234 profiles
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AIRBNB HOST PROFILES DATASET

1.2k 5.2k 8

host profiles sentences topics

https://github.com/sTechLab/AirbnbHosts
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WHAT DO HOSTS DISCLOSE IN PRC)FILES2

17.5% 92.5% 0%

Origin or Residence | | am frc}m Irelanid but Iivée in Manzhattan.

Stanford University
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WHAT DO HOSTS DISCLOSE IN PRC)FILES2

17.5% 92.5% 0%

Origin or Residence | | am from Ireland but Iivée in Man}wattan.

®

Work or Education | I'm an architect, from Méexico Cl‘ty

(%) Stanford University
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WHAT DO HOSTS DISCLOSE IN PRC)FILES2

Origin or Residence

L 4
¢

Work or Education

Interests & Tastes

Relationships

(%)

Personality

Stanford University

17.5% 92.5% 0%

| am fr{:m Irelaﬁd but Iivfe in Man}mattan.

I'm an iarchitect%, from Méexico Clty

I enjoygnature aénd meetjng new ioeople.

We've been married for§26 yearsé.

I'm fun and easy-going.

14



WHAT DO HOSTS DISCLOSE IN PROFILES?

0% 17.5% 35% 52.5% 70%
Origin or Residence

, Work or Education
/ Interests & Tastes

o Clty

D Hospitality ay.

7{ Travel :

H Relationships maérried for§26 years§.
@ Personality easéy-going.

(4)) Stanford University

hattan.

new people.
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WHAT DO HOSTS DISCLOSE IN PROFILES?

0% 17.5% 35% 52.5% 70%
Origin or Residence

' Work or Education
/ Interests & Tastes

hattan.

o Clty

new people.

D Hospitality ay.

7? Travel :

H Relationships maérried for§26 years.é.
) Personality easéy-going.

Life Motto & Values

v

\ moétto, | gu{ess, is: Life's too sfhort.

(4)) Stanford University



DIFFERENCES BY HOST TYPE

Comparing on-site hosts with remote hosts

B ONSITE B REMOTE

@ ONSITE
® REMOTE

AVERAGE WORD COUNT

s, CORNELL
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* T-tests significant at p<.01 level



DIFFERENCES BY HOST TYPE

On-site hosts are more likely to talk about Interests & Tastes and Personality.

Bl ONSITE B REMOTE
e

50%

25%

0%
INTERESTS & TASTES PERSONALITY
si=sts, CORNELL 77 S
MATEEY RN i:i*
2% TECH &) Stanford University 18

* T-tests significant at p<.001 level



OUTLINE

Method What do hosts self- How does self-disclosure Does perceived Discussion,
disclose? impact perceived trustworthiness Limitation,
trustworthiness? predict choice? Future Work
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MEASURING TRUST

Trust Perceived Trustworthiness Trustworthiness

Exhibited by a truster. What we measure in this work. Attribute of a trustee.

Potential Guest Potential Guest Host

Does Trust Beget Trustworthiness?
Kiyonari, Yamagishi, Cook, Cheshire (2006)
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MEASURING TRUST

Trust Game

Participants Aand B
are each given ten dollars.

Trust, reciprocity, and social history.
Berg (1995)
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GUEST TRUST SCALE

| am confident that the host...

Ability

Benevolence

Integrity
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|s capable of paying his/her own rent or mortgage.
Maintains a clean, safe, and comfortable household.

Will be concerned about satisfying my needs during the stay.
Will go out of his/her way to help me in case of emergency during my stay.

Will stick to his/her word, and be there when | arrive instead of standing me up.
Will not intentionally harm, overcharge, or conduct a scam on me.

An integrative model of organizational trust.
Mayer, Davis, Schoorman (2005)

22



PERCEIVED TRUSTWORTHINESS RATING

1.2k X 5
host profiles judges / profile

Host Profile Text

Please rate how confident you are about each of the
statements per self-introduction based on the text alone.

[Maintains a clean, safe, and comfortable household.]

O 0% O 10% 0O20%  ...... O 80% O 920% O 100%
Not confident Highly confident
Stanford University




WHAT DETERMINES PERCEIVED TRUSTWORTHINESS?
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PERCEIVED TRUSTWORTHINESS BY LENGTH

Longer profiles are perceived as more trustworthy — with diminishing returns.
100" means that “I am 100% confident the host is trustworthy”.

Ability

Perceived Trustworthiness

1 10 100

((4)) Stanford University
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PERCEIVED TRUSTWORTHINESS BY LENGTH

Longer profiles are perceived as more trustworthy — with diminishing returns.

Ability Benevolence Integrity

Perceived Trustworthiness

1 10 100 1 10 100 1 10 100
Word Count
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WHAT DO HOSTS DISCLOSE IN PROFILES?

0% 17.5% 35% 52.5% 70%
Origin or Residence

' Work or Education
/ Interests & Tastes

hattan.

o Clty

new people.

D Hospitality ay.

7? Travel :

H Relationships maérried for§26 years.é.
) Personality easéy-going.

Life Motto & Values

v
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NUMBER OF TOPICS MENTIONED IN PROFILE

NUMBER OF TOPICS MENTIONED IN THE PROFILE

E, Stanford University
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ANALYSIS OF TOPIC COMBINATIONS (1, 2, 3 TOPICS)

The Distribution of Perceived Trustworthiness Score
for One-topic Profiles (N = 117)

’ : Work or Education | | H: | P
ost Origin or Residence | =| | 03

Hospitality NI ~
Personality T
“— —_— Interests & Tastes

T~ Travel
Life is beautiful, Life Motto & Values™ We look forward to

so let's enjoy it. Relationships |~ [[[| hosting you.
0 25 50 75 100

Stanford University
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ANALYSIS OF TOPIC COMBINATIONS (1, 2, 3 TOPICS)

The Distribution of Perceived Trustworthiness Score
for One-topic Profiles (N = 117)

Work or Education | | ||

Origin or Residence | E|

Hospitality | H
Personality T
4 —__ o Interests & Tastes T

T~ Travel
Life is beautiful, Life Motto & Values We look forward to

so let's enjoy it. Relationships | ' [[]] hosting you.
0 25 50 75 100
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ANALYSIS OF TOPIC COMBINATIONS (1, 2, 3 TOPICS)

The Distribution of Perceived Trustworthiness Score
for One-topic Profiles (N = 117)

Work or Education | | ||
Host 1 Origin or Residence | E|
Hospitality | H
& Personality |
g4 — — Interests & Tastes ;
o Te— —__ Iravel |
Life is beautiful, Life Motto & Values— : We look forward to
so let's enjoy it. Relationships hosting you.

0 25 50 75 100

s==,, CORNELL

|v|
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Method

What do hosts self-
disclose?

(4 Stanford University

OUTLINE

How does self-disclosure
impact perceived
trustworthiness?

Which of the two hosts do you

I strongly believe in customer service, and am willing to
go the extra step in ensuring that my guests are having
a wonderful tim

Does perceived
trustworthiness
predict choice?

feel more comfortable staying with?

Freelance entertainment professional. I'm constantly on
the go but enjoy making my home the best in can be.
Five things I can't live without Tacos, iPhone, Beer,
Music and Family.

1 aut aof 50

Discussion,
Limitation,
Future Work

32




A PERSONAL EXAMPLE

I'm an emergency medicine doctor who works entirely too much. | live with my boyfriend Marc who is an amazingly
talented photographer and musician. We love hosting guests from around the world and helping them explore New
York.

Hey, I’'m Lindsey!
New York, New York, United States - Member since May 2014

¢ Report this user

I'm 2n emergency medicine doctor who works enzirely toc much. | live with my boyfriend Marc who is an amazingly
talented photographer and musician. We lave hosting guests from around the world and helpng them explore New
York.

‘ Superhost Ravicws a Verified

Verifiec 1D

~  Email address

()
*— Verhed 3
(2) Phongrumbcr GUldebOOkS (2)

- Faccbcok
— 682 Friends
. Reviewed
“—4 2B Reviews

./ (

hings to do in
New York

~ Offline 1D Lindsey's'Guidebook
~  Pezrsonal Infc 1 clace in New York

33




MULTIPLE TOPICS + HOSPITABLE LANGUAGE

I'm an who works entirely too much. | live withmy boyfriend Marc who isjan amazingly
talented photographer|and musician. Wellove hosting guestsjfrom around the world and helping them explore New

York.

Origin or Residence
Work or Education
Interests & Tastes
Hospitality

Travel

Relationships

Personality
sz CORNELL

/
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BETTER PROMPTS?

Describe Yourself

Airbnb is built on relationships. Help other people get to know you.

Tell them about the things you like: What are 5 things you can’t live without? Share
your favorite travel destinations, books, movies, shows, music, food.

Tell them what it’s like to have you as a guest or host: What’s your style of
traveling? Of Airbnb hosting?

Tell them about you: Do you have a|life motto?
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COMPUTATIONAL APPROACH?

Would you mind checking out
this politeness model we built?

Our model automatically measures the politeness of requests.
Try it below, and read more about our work here.

Enter your request here

Enter a request...

Score for Politeness

Sample Requests

Thank you for the response. Would you be willing to add a few more details to explain further?

That's the only answer you have? seriously? can't you do better?

A computational approach to politeness with application to social factors.
Danescu-Niculescu-Mizil, Sudhof, Jurafsky, Leskovec, Potts (2013)

(%) Stanford University
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AIRBNB HOST PROFILES DATASET

1.2k 5.2k 8

host profiles sentences topics

https://github.com/sTechLab/AirbnbHosts
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ONE LAST THING (USUALLY)

Xiao Mal!

Jeff Hancock!? Kenneth Lim Mingjiel®! Mor Naaman!']
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2l Department of Communication, Stanford University
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xm75@cornell.edu | maxiao.info
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BONUS SCENE

US elections 2016

#<« Donald Trump: ‘T will be greatest jobs
president God ever created’ - video

“You will find staying
with me an enriching
experience.”
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To Gain Trust, Write This

Imagine vou're planning a trip and two strangers offe
homes for a fee. Both have a one-line profile. The firs
beautiful, so let’s enjoy it.” The second says, “We look

you.” All else being equal, which of these strrangers w

comfortable staying with?

This kind of process—choosing whom to trust people
profiles—determines far mare than just where vou sl
profiles affect how fast your ideas spread, whether yo
sometimes whom you end up marrving. Unfortunatel
often flawed, and at least partially contribute to redli
and racial discrimination on Airbnb. We therefore nes

understanding of how profiles are perceived.

Thic ic wha! wa recearchere al Cornell Teeh and Stan

(s (1 &7

BONUS SCENE

“cc8 https://bit.ly/airbnb-ma

V&

“You will find staying with me an enriching experience.”

There is something uncannily similar about this promise of hospitality to a
similar promise that we’ve been hearing so much in the past year in the

political discourse by Donald Trump—*I will be the greatest jobs president

that God ever created.” You won’t find it in our paper, but we refer to the

promises that are highly effective in conveying perceived trustworthiness as

Trumping Promises.

40



ONE LAST THING (REALLY)

Jeff Hancock!? Kenneth Lim Mingjiel®! Mor Naaman!"
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