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Academic researchers have

extensively documented the
importance of service encounters;
however, customer-to-customer
(C20) interactions have received
little attention in academia.
Academicians and practitioners
have proposed that interactions
among customers could have a
direct effect on other customers’
evaluations towards service and
their repatronage intentions.
Service organizations seek positive
C2C interactions and avoid
negative interactions. However,
not every customer will behave

RIfEEBA

properly in the service encounter.
Jaycustomers (Lovelock, 1994) and
their dysfunctional behaviors (Harris
and Reynolds, 2003) are prevalent
in daily life and create negative
effects on other customers’
consumption experiences. The first
objective of the current study is to
investigate target customer’s
coghnitive and emotional responses
by combining two theories — social
impact theory (Latané, 1981) and
coghnitive appraisal theory (Lazarus,
1991). Some scholars have
emphasized the role of frontline
employees in jaycustomer




situations, but no research has
ever studied it empirically.
Therefore, the second objective of
this study is to understand the
effect of employee intervention in
jaycustomer situations.

The term “jaycustomer” refers to
customers who deliberately act in
a thoughtless or abusive manner,
causing problems to the firm,
employees, or other customers in
the same service encounter
(Lovelock, 1994). Harris and
Reynolds (2003, 2004) use the
phrase “dysfunctional customer
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behavior” to describe customers’
detrimental manners. Researchers
have done little to address this
issue, even though customers’
misbehaviors are prevalent in daily
life. The critical incident technique
is the primary research design used
in empirical studies about
jaycustomer issues. A feasible
theoretical framework is necessary
to operationalize jaycustomer
behavior, and social impact theory
(SIT) proposed by Latane (1981)
satisfies this need. Most of the time,
jaycustomers can be treated as a
social presence in a service




encounter. The main point of SIT is
that people are impacted by the
real or imagined presence or
action of a social presence. Three
“social forces” decide the impact
level of a social presence: number
(i.e., the group size), proximity (i.e.,
the closeness in time or space),
and strength (i.e., the importance
or intensity). According to the first
principle of SIT, the overall impact
on a target individual will be a
multiplicative function of these
three factors. “Strength” and
“number” forces are the most
Important in this study since most
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service encounters are restricted to
a limited space.

Previous research indicates that
dysfunctional customer behavior
will spoil other customer’s
consumption experience, creating
emotional responses in target
customers (Harris and Reynoldes,
2003). However, cognitive
appraisal theory (Lazarus, 1991)
claims that emotions occur as a
result of the cognitive apypraisal of
the person-environment situation.
In other words, cognitive appraisal
is the necessary and sufficient




antecedent for the formation of
emotions. In this study, the authors
concentrated on the primary
appraisal components. Goal
relevance indicates the extent to
which the external event or its
outcome is relevant to personal
welfare. The higher the goal
relevance is, the stronger the
emotions experienced (Lazarus,
1991). Goal congruence is
another important component of
primary appraisal, and signifies the
extent to which an event will
facilitate or thwart personal
welfare, or the degree to which

RIfEERA

an event is consistent with an
individual’s desires and wants
(Lazarus, 1991; Nyer, 1997; Bagozzi
et al., 1999). Congruence levels
are directly related to emotions.
The higher the goal congruence,
the higher the positive emotions
will be. The authors believe that
dysfunctional customer behavior
will reduce a target customer’s
goal congruence assessment.

Previous research suggests that
service organizations should design
a proper jaycustomer handling
mechanism (Zemke and Anderson,




1990; Grove et al., 2004; Johnson,
2005). This mechanism requires
frontline employees or managers
to stop any misbehaviors or
separate jaycustomers from other
functional customers, and to
properly compensate the target
customers if necessary. Based on
these literatures, frontline
employee intervention could
enhance target customers’
positive emotions and alleviate
their negative emotions when
confronted with jaycustomer
behavior.
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A 2X2X2 between-subject
factorial design tested the impact
of behavioral severity, social size,
and frontline employee’s response
on target customer’s cognitive and
emotional responses. The results
show that the severity of
jaycustomer behaviors and their
numbers have both the main
effect and interaction effect on an
individual’s goal congruence and
goal relevance. A step-down
MANOVA (Bagozzi and Yi, 1989)
indicated that cognitive responses
are the antecedents of emotional
responses. The authors conducted




two multiple regressions to
examine the effects of goal
congruence and goal relevance
on an individual’s positive and
negative emotions. As
hypothesized, cognitive responses
are significant predictors of an
individual’s emotional responses.
Calculation and analyzation of
emotional differences before and
after frontline employee
intervention verified that
participant’s emotions changed
significantly. The results show that
frontline employee’s immediate
intervention could enhance target

RIfEERA

customer’s positive emotion and
mitigate negative emotion. In
contrast, without appropriate
employee intervention,
participants would have a
significant positive emotion
decrease and negative emotion
increase. Results of multiple
regressions show that target
customer’s after-intervention
emotions have a significant effect
on target customer’s satisfaction
and word-of-mouth intentions.

In sum, this research makes several
academic contributions. The first




contribution is the empirical
investigation of jaycustomer’s
influences. Though previous
researchers (Bitner et al., 1990;
Harris and Reynolds, 2003; Martin,
1996) have shown many possible
conseguences and developed
some useful typologies, no existing
literature has ever moved beyond
and tried to study jaycustomer
phenomenon with an
experimental design. Second,
because a jaycustomer is by
nature a noninteractive social
presence in the service context,
social impact theory provides a

RIfEERA

sound theoretical foundation to
understanding their impact on
target customers. Finally, while the
coghnitive appraisal process has
been empirically demonstrated in
a variety of contexts (Nyer, 1997,
Stephen and Gwinner, 1998), its
application to dysfunctional
customer behavior has never been
studied. Our research also has
some implications for practitioners.
Consistent with past research
(Harris and Reynolds, 2003), the
authors argue that customer
service encounters should be well
“managed.” Service organizations




must ensure that every aspect
and moment of the service
encounter is well-staged,
controlled, and supervised.
Although previous studies
indicated that customer-to-
customer interaction could
produce positive effects on
customer’s satisfaction and
repatronage intentions, managers
should never neglect the potential
risk of enhancing the interaction
levels of customers. Second, since
jaycustomer behaviors have
significant negative effects,

BIfEERA

service organizations should ask
their employees to respond
immediately no matter how serious
the behavior is. If necessary, the
frontline employee must be
empowered to compensate target
customers for their discomfort or
physical loss. References available
upon request.
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