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Meta-synthesis motives of the customer electronic
revenge and determining their importance with the
BWM technique

Nazanin Masoudi*, Hamid Reza Yazdani**
Abstract
Objective: At present, the increasing use of online environments by
customers to take revenge on companies has been considered by
researchers and experts. The purpose of this study is to identify and
present the model of customer revenge electronic® motives and
determine the importance of motives.
Method: In the qualitative part, the meta-synthesis method of studies
done and in the quantitative part, the Best-Worst method was used.
The study population was the qualitative section of articles published
in reputable databases and the statistical population in the quantitative
section were experts and university professors. The sampling method
in the qualitative part is purposeful and based on the inclusion and exit
criteria (28 articles) and in the quantitative part is judgmental (10
people).
Finding: After performing the meta-synthesis, the customer's
electronic revenge motives model was presented. These factors are
classified into four categories: customer factors, responsibility and
ethics, experiential intangible factors, and information and
communication technology. In the second part, using the Best - Worst
method, the importance of the factors extracted from the literature was
determined and the results showed that the experiential intangible
factors have priority over other factors. Responsibility and ethics,
information and communication technology and customer factors are
of second, third and fourth importance.
Result: Online environments such as social media and social
networks, websites, etc. have been used as a widely used platform for

*Ph.D. Candidate in Business Management, University of Tehran, Kish Collage, Iran.
**Associated Proff, Faculty of, Management and eccounting,University of Tehran, Semnan, Iran. (
Corresponding) . E-mail: hryazdani@ut.ac.ir
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electronic customer revenge and companies should provide services
Ideally, minimize these behaviors online and gain customer
satisfaction, resulting in value creation for the company and
customers.

Keywords: Customer Revenge; Electronic platform; Meta-
synthesis; BWM technique
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