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Abstract

In their interactions with companies, customers do not always behave in a functional manner
and sometimes it is observed that based on different factors and different motives, they show
inappropriate behaviors that can leave destructive effects based on the type and severity of
behaviors. Therefore, the aim of the current research is to analyze the consumers' tension-
indusing behaviors with an emphasis on identifying the behaviors, causes and goals in the
automobile industry. This applied-exploratory research was conducted on the basis of
qualitative research using thematic analysis method. The sampling method was purposeful
(interview with university professors) and snowball (interview with experts in the automotive
industry) and 20 people were interviewed until reaching theoretical saturation of the
researchers. Also, in order to collect data, a semi-structured interview was used and the
interviews were coded and analyzed using MAXQDA2020 software. The results of thematic
analysis of interview data regarding the types of consumers' tension-indusing behaviors;
including two categories of irrational behaviors (behavioral revenges from the company,
revenge from employees, harm to other customers, deviant customer behaviors and linguistic
revenges) and rational behaviors (follow-up, external customer behaviors and targeted
customer orientations), causes; including two categories of internal factors (general company
behaviors, human resources microbehaviors, strategic marketing behaviors of the company,
lack of transparency and communication) and external factors including (personal factors,
social relationships and external factors) and finally consumer goals; It included a category of
general consumer goals (rational/rational goals, emotional-emotional goals, and social goals).

1. Introduction

Today, consumers are considered key to the to

paying attention to consumer behavior is relevant
commercial companies, nonprofit
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success or failure of a company. Therefore,
understanding consumer behavior is of great
importance (Elhoushy & Lanzini, 2021). In fact,

organizations, and government organizations that
formulate  market-related laws. Therefore,
marketing researchers are constantly attempting
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to identify consumer behavior and, based on this
understanding, adopt appropriate solutions to
improve sales effectiveness and increase market

.share (Aazami & Tavreh, 2022)

On the other hand, in a customer-centric
approach, providing effective services to
customers and consumers is the cornerstone of
successful business outcomes, such as high
company performance, stronger brand value, and
customer loyalty (Gupta & Ramachandran,
2021). However, this shift toward customer
centricity has also brought harmful customer
behaviors. Therefore, companies today seek to
understand how to deal with the increasing
number of negative customer behaviors, as these
behaviors negatively affect business outcomes,
employee  performance, and employees’
psychological well-being (Hur et al., 2015; Yagil,

.2017)

The fundamental importance of such behaviors
lies in the fact that research shows that negative
emotions have a greater impact on people’s
behavior than positive emotions (Fetscherin,
2019). In fact, researchers have found that a bad
experience may have a greater impact than a good
one because consumers evaluate and retain
negative information about brands more
thoroughly than positive information (Hegner et
al.,, 2017; Hu et al., 2018). Therefore, after
experiencing negative actions, people have a
greater innate tendency to engage in negative

.reciprocation (Panagiotopoulou, 2019)

In most cases, when negative customer behaviors
occur collectively, they lead to the creation of
negative advertising campaigns and anti-brand
communities, resulting in negative word-of-
mouth and brand damage (Yadav & Chakrabarti,
2022). Therefore, examining the negative effects
of customer misconduct and the importance of
transparency is of great significance in both
theory and practice for mitigating these negative
impacts (Pu et al., 2024). This is also an important
research topic because negative consumer
behavior threatens brand image and financial
stability (Hawkins, 2019).

2. Methods

From the perspective of its approach, the present
study is qualitative, and from the perspective of
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its purpose, it is applied and exploratory. The
qualitative method selected for this study was
thematic analysis. To collect the research data,
interviews were conducted with university
professors and automotive industry experts. The
statistical population consisted of marketing
professors and automotive industry experts, with

.a focus on experts from Saipa Company

Purposive or judgmental sampling was used to
interview university professors, while snowball
sampling was used to interview automotive
industry experts. A total of 20 individuals were
interviewed, and the data collection tool was a
semi-structured interview. The interviews were
conducted online, by telephone, and in person,
depending on the participants’ circumstances.
Finally, MAXQDA 2020 software was used to

.analyze the data

To ensure the reliability and transferability of the
findings, the results and interpretations were
provided to the participants, who were asked to
evaluate them and express their opinions. In
addition, to establish agreement among the
members, two experts from the first stage
reviewed the analysis process, concepts, and
themes obtained. Furthermore, to assess the
reliability of the study, the inter-coder agreement
method was used, which ultimately resulted in a
Kappa index of 0.81.

3. Results
The results of the content analysis of the
interview data regarding the types of consumers’
tension-inducing  behaviors included eight
organizing themes—behavioral revenge against
the company, revenge against employees, harm to
other customers, deviant customer behaviors,
verbal revenge, pursuit, external customer
behaviors, and purposeful customer
orientations—and two overarching themes:
.irrational behaviors and rational behaviors

Regarding the causes of consumers’ tension-
inducing behaviors, eight organizing themes were
identified: general company behaviors, micro-
level human resource behaviors, strategic
company marketing behaviors, lack of
transparency, communication, personal factors,
social affiliations, and external factors. These
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were categorized into two overarching themes:
.intra-firm factors and extra-firm factors

Regarding consumers’ goals in engaging in
tension-inducing behaviors, three organizing
themes were identified: logical (rational) goals,
emotional goals, and social goals. These were
subsumed under one overarching theme: general
consumer goals.

4. Conclusion
The aim of the present study was to investigate
consumers’ tension-inducing behaviors in the
automotive industry and to identify their types,
causes, and goals. The importance of examining
consumers’ tension-inducing behaviors, given
their numerous destructive effects, led the
researchers to conduct a detailed and
comprehensive study of such behaviors.

The importance of this study also relates to its
focus on the automotive industry. The automotive
industry is considered a key and vital industry in
every country because, through its extensive
relationships with other industries in society, it
contributes significantly to economic growth and
industrial development. In fact, the automotive
industry can be considered a strategic industry
and one of the most important industries
contributing to the comprehensive development

of countries.

On the one hand, the automotive industry in the
country has faced numerous challenges and
problems in recent years due to the emergence of
various factors, affecting the stakeholders of
automotive companies in different ways.
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Meanwhile, the customers of these companies,
who are among the most important stakeholders
of any business, have encountered many

challenges related to the automotive industry.

Therefore, identifying consumers’ tension-
inducing behaviors is essential for automotive
industry managers. It enables them to gain a
comprehensive understanding of the typology
and severity of such behaviors. In addition, by
identifying the antecedents that contribute to the
occurrence of these behaviors, managers can
become aware of the circumstances that lead to

inappropriate behaviors.

Finally, by identifying consumers’ goals when
engaging in inappropriate behaviors, managers
can understand their goals and motivations and
develop appropriate solutions and strategies to
manage such behaviors, ultimately improving the
relationship between the company and its

customers.
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