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ABSTRACT

1.INTRODUCTION

Given that consumers today have easier access to information and
since they share their experiences with others, the effects of negative
experiences on consumer behavior have become more widespread and
challenging. Therefore, a deeper and more detailed study of
consumers' negative experiences and their impact on their future
behavior and intentions is considered vital and necessary today.
According to the studies conducted, one of the factors affecting the
increase in the desire to avoid-retaliate against the brand can be
negative customer experiences. Today is the era of experiences, and
the experiences that are formed in the customer's mind as a result of
using a brand and are retrieved by the consumer, when necessary,
determine the customer's decision to buy or not to buy. In this regard,
according to previous research, people talk more about negative
experiences than about equally positive experiences;
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Therefore, people give more weight to negative information than to
positive information. From a managerial perspective, these negative
experiences and feelings can be troublesome for brands. On the other
hand, consumer behavior research has focused more on the positive
aspects of brands; however, consumers' feelings from the negative
aspect have not been paid attention to. Therefore, it is important to
understand why consumers dislike or even hate brands; because
consumers evaluate negative information about brands more
completely than positive information. The consequences of negative
brand experiences can include the tendency to avoid-retaliate against
the brand, complaints, customer dissatisfaction, reduction or
cessation of patronage, negative word-of-mouth advertising, and so
on. Considering the importance of the present issue, in a competitive
environment of the food industry, maintaining and developing market
share is the result of brand performance. Identifying the factors
affecting brand performance is considered an important issue in
strategic marketing decisions. The food industry is one of the most
important industries that consumers care about due to health and
safety issues. Since a negative experience in an individual can
potentially provoke brand hatred and, in cases where there is a
relationship with the brand, it can also lead to a feeling of betrayal.
Business managers are forced to face and respond to brand failures.
The theoretical importance of this research is an attempt to fill the
theoretical foundations and recent empirical research in the literature
on negative behavior towards the brand and the creation of brand
betrayal-hatred and its consequences. The necessity of the present
research aims to identify and analyze the aforementioned effects and
provide appropriate solutions for brand managers and business
owners. Therefore, the main question of the research is: "What is the
effect of negative experience on consumers' behavioral response
towards the brand among consumers of Shila restaurants in Tehran?"



2. MATERIALS AND METHODS

This research is an applied study in terms of its purpose, and
descriptive-survey in terms of data collection method. To collect
information, the library method and the study of articles and
specialized books related to the research variables have been used,
and to collect data, a researcher-made questionnaire has been
designed using the indicators and research components of Jobin &
et al. (2022). The statistical population of the current research
included all consumers of Sheila restaurant products in Tehran. Due
to the unlimited size of the population, the sample size was
determined to be 384 people based on Cochran's formula. The
sampling method in this research is random. The data collected by
guestionnaire was analyzed using structural equation modeling
method and PLS and SPSS software.

3. RESULTS AND DISCUSSION

The findings and results of this research show that by examining the
impact of negative experience on the behavioral reaction of
consumers towards the brand, it will help marketers to provide the
best strategies to attract and retain customers. By having
information about the factors that motivate customers to take
positive as well as negative actions, managers can design strategies
that have a positive impact on customer behavior and implement
the best strategies for effective customer interaction. By better
understanding customers' needs and expectations, as well as their
reactions to negative experiences, managers can design strategies
that are effective in attracting and retaining customers.

4, CONCLUSION

In general conclusion, it can be said that negative experiences can
have a profound effect on consumers' behavioral reactions towards
brands. These experiences, which include product dissatisfaction,
poor service, or unpleasant interactions with the brand, can lead to
brand betrayal and brand aversion. Consequently, understanding
these influences is critical for managers and marketers.



Because, negative experiences not only affect consumers' emotions,
but can also change their behavior. Consumers who have had a
negative experience may gravitate towards competing brands,
which can lead to reduced brand loyalty and trust. Therefore, it is
generally suggested that brand owners should continuously check
the experiences of customers and use their opinions and criticisms
to identify and correct their weaknesses and satisfy their customers.

Keywords: Negative Experiences, Desire to Retaliate and Avoid the
Brand, Love for the Brand, Hate for the Brand, Betrayal of the Brand.
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