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Co-creation of value in word-of-mouth communication between companies and
customers: Service recovery of negative word-of-mouth communication
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In this research, we focus on the establishment of consumer sovereignty
through the spread of Social Networking Service and the informational influence of negative
word-of-mouth communications, and aim to build a theory on the recovery process for service and
product failures and customer dissatisfaction.

We apply the concept of service-dominant-logic to think the customer as corporate®s co-creator of
value. And we discuss process for occurring negative co-creation of value and NWOM from a view on
interaction between companies and customers.In addition, this research suggests the importance of
initial responses to corporate scandals, crisis communication, and risk communication in order to
restore trust in companies against NWOM and internet flaming.
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