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Individual and situational factors influencing negative word-of-mouth behavior.
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Focusing on word-of-mouth communication after a service failure, this study
examined the factors and mechanisms that cause differences in influence. | also examined the effects
of the interaction between the receiver and the sender on word-of-mouth transmission. Negative
word-of-mouth messages are spoken not only for the purpose of retaliation, but also for the purpose
of problem-solving, such as anxiety reduction and understanding the situation. The framework also
shows that differences in cognitive evaluations of service failures affect subsequent emotional
?tqfes and coping strategies, and that cognitive evaluations are affected by the type of service
ailure.
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