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Notes: " p<.01 " p<.05 "p<.10 2Positive (negative) values of Comment Valence indicate that TPCs support
(criticize) the complainant and criticize (support) the firm.

1) Online complaint data from a Table 1. Results for Study 1
public complaint forum consisting of

] Mediator QOutcome Regressions Mediated Ouctome Regressinns
complaints, comments to Y Valence | o Valence
. . CFI. CFI. i Firm NWOM Corﬁmeﬁr Comment i Firm  NWOM C{Jfﬁmem Comment
COmplalntS, and flrm I’ESpOﬂSGS (Firm) (Compl.); Attitude tow. Firm cow. Firm tow. Com- | Attitude tow. Firm cow. Fivm 1OV Com-
: : ' plainant ' plainant
Two behavioral experiments that M e T M Md M5 M | M ME MO Mo
. ’ - ! '
llustrate a) TPCs’ cognitive process Modiar |
' ' ' CFT (Firm) - - - - -- - RI2Y 34 st 30
when witnessing a complaint and b) CFT Com ) SO 3 3 ol e o lsg
: : :
the Inﬂuence Of the COmplalnant S Injustice by Firm 234" .25 ;—.48** 1.74™  -1.70"™ 697 .17 89 -.38 -.16
I ' i ' ' Complainant Fault -767 2387 110 -1.167°  1.54™ 22217 £21 -.25 22 -.60°
InVOIVement In the fallure situation Injustice”Fault .08 -.36 -.03 -.25 -.32 38 .02 -.38 -.13 15
n TPCs'r N
O CS espo S€E Intercept 3.917"" 2.85" :3.99*** 2977 396" 485 ?4.20*** 2437 4897 533"
R? 44 36 .07 34 36 32 13 48 62 58
adj. R? 43 35 05 33 35 30 10 46 .61 S7
F-value 40.76 28.98 53.80 26.51 28.46 23.52 433 27.51 49.77 42.30

Emplrlcal StUdleS Eotesz***p{,m **p<.051’*‘5;-::.1(}57 157 157 157 157 | 157 157 157 157

Table 1. Results for Study 3

Conclusions

Study 1: Estimating the impact of
complaints on subsequent comments

* Prior research has almost exclusively focused on the relationship between
firm and complainant. We address this research gap with a conceptual
model that predicts TPCs’ response to others’ complaints and proposes a

Study 2: Manipulate complaint content
and measure TPCs’ counterfactual

thoughts . . .
sense-making process that informs their response

When the complainant is involved in the failure situation, TPCs tend to
attack the complainant and defend the firm

Thus, moving complaints offline should not be firms’ knee-jerk reaction
when facing complaints that motivate comments by TPCs

Study 3: Manipulate the involvement of
the complainant in the failure situation
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