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Abstract

The purpose of this study is to investigate the mediating role of brand aversion in the
context of negative consumer communication and negative brand actions in the
restaurant industry. This research is a response to the existing gap in research on
negative customer experience and brand aversion in consumer behavior in service
brands. Originality/value: The present study is the first scientific research on brand
aversion in the field of Iran's restaurant service industry. While brand aversion is
introduced as a mediator including negative predictions leading to negative results in
consumer-brand relationships. Design/Method/Approach: The conceptual model of the
research was designed based on theoretical gaps and gaps, the questionnaire of this study
was explained based on the standard questions of previous studies, the purpose of which
was to survey diners who had at least two unpleasant experiences in the restaurant
industry of Tehran. A statistical sample of 392 people was selected using Cochran’s
formula as available. Data analysis was also done using SmartPLS third version
software. Findings: It was found that brand hatred mediates all relationships between
negative customer experience and negative consequences Hate includes avoiding and
confronting the brand. This model has been completely consistent with customer
behavior and hate psychology. Conclusion: The results showed that the customer's
negative experience can seriously affect the brand and the customer's behavior towards
the brand. Also, hating the brand also intensifies this relationship and causes more
confrontation between the consumer and the brand.
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