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ABSTRACT

1. INTRODUCTION

Considering the increasing expansion of the Internet and virtual
networks, one of the most effective strategies to influence the
consumer is to present marketing messages on the Internet and
virtual space. Since social media and the online space have created a
low-cost and high-speed interactive platform for communication
between companies and consumers, it is a suitable platform for
showing customer feedback and for this reason, it can easily cause a
lot of damage to a business by using electronic word-of-mouth
advertising. Therefore, considering the undeniable power of virtual

space and social networks in sharing the experiences and opinions of
consumers, one of the important challenges that have arisen for
businesses is the issue of electronic revenge. Electronic revenge
means retaliatory behaviors of customers in order to cause damage
or loss to businesses. Since such behaviors can be very costly for
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companies, today paying attention to the phenomenon of customer
revenge has become very important. It is noteworthy that an
unsatisfied customer used to convey the negative message of her
dissatisfaction by word of mouth to ten people in a traditional way,
while in the cyber space, this negative message can be spread to
thousands of people. By mentioning the reason for their
dissatisfaction on Facebook and other social media, customers show
their desire to harm the respective company. This tendency to hurt in
response to the loss suffered is an example of the phenomenon of
revenge on the Internet, in which the message is not only visible to
other Internet users, but also easily spread. Therefore, such vindictive
messages can be considered very dangerous and considered as
weapons against the reputation and brand image of companies.
Therefore, according to the importance of the investigated
phenomenon in the success and failure of companies and brands, the
main question of the current research is, what are the reasons for the
formation of the phenomenon of customer's electronic revenge? And
based on what pattern does the phenomenon of customer's
electronic revenge appear?

2. MATERIALS AND METHODS

The current research is based on mixed research and qualitative and
guantitative in the comparative inductive paradigm, which is applied
in terms of purpose and is included in exploratory research. The
statistical population of the current research is experts including
sales and marketing managers of online stores along with
customers, and 27 of them were selected as sample members using
the purposeful sampling method based on the principle of
theoretical saturation. The data collection tool in the qualitative part
is a semi-structured interview, part of which was conducted in
person and the other part was conducted through phone call. Also,
the data collection tool in the quantitative section is the fuzzy TISM
questionnaire. Regarding the questionnaire, it is necessary to
explain that this questionnaire was designed in the form of a matrix
[15x15], whose rows and columns are the components of the
customers' electronic revenge.



To check the validity and reliability of the data collection tool in
the qualitative part, content method and theoretical validity and
intra-coder-inter-coder reliability were used, and its reliability was
confirmed with an agreement coefficient of 0.76 for the intra-
coder method and 0.83 for the inter-coder reliability. Also, the
validity and reliability of the data collection tool in the quantitative
part was content validity and retest reliability, the coefficient of
0.88 showing the reliability of the questionnaire. In this research,
content analysis method and coding with Atlas software were used
to analyze the data in the qualitative part. Also, for quantitative
analysis, the structural-interpretive modeling method of the whole
fuzzy has been used.

3. RESULTS AND DISCUSSION

The components of electronic revenge were identified in the
qualitative part and the pattern of the emergence of electronic
revenge was designed in the quantitative part. The findings of the
qualitative part of the research show that the disruption in product
distribution and presentation, back breaking of brand promises, brand
fraud and violation, indifference to customers' demands and
criticisms are the reasons for the emergence of electronic revenge.
Also, the results of this section indicate that the necessary platforms
for the emergence of electronic revenge are: the company's website
and social networks, virtual space and social networks, and
competitors' websites. In addition, the findings showed that negative
customer  testimonials, negative electronic word-of-mouth
advertising, negative brand storytelling, and indirect revenge and
incitement of other customers are considered different forms of
electronic revenge. Finally, the findings of the qualitative section
showed that the brand change, the spread of brand hatred, the
reduction of the power of brand conversation and brand paranoia are
among the consequences that appear as a result of the emergence of
electronic revenge.



4. CONCLUSION

The results of the quantitative section indicate the emergence pattern
of electronic revenge in four levels. The research model is based on
four levels, including: reasons for electronic revenge, platforms for
electronic revenge, forms of electronic revenge, and consequences of
electronic revenge. Regarding the compiled model, it should be
mentioned that the reasons for the emergence of electronic revenge
should be ascertained first. After the reasons are known, the
platforms in which the phenomenon of electronic revenge occurs
should be identified. According to the various platforms for the
phenomenon of electronic revenge, such as: the company's website
and social networks, virtual space and social networks, and
competitors' websites, the phenomenon of electronic revenge may
take various forms, such as negative customer testimonials, negative
word-of-mouth advertising electronics, negative storytelling of the
brand and indirect revenge and incitement of other customers
appear. In the end, the emergence of electronic revenge in different
platforms and forms causes consequences such as brand change,
spread of brand hatred, reduction of brand discourse power, and
brand paranoia, which make the target brand and the company face
losses.

Keywords: Customer Revenge, Electronic Revenge, Online
Consumer Behavior, Fuzzy TISM.
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