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Abstract
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Prior to the era of the social media and Web 2.0 technologies, options were limited with respect to how unhappy consumers could recover from a firm’s failure to meet their expectations.  But today, firms know that the social media are changing both the dynamics and the balance of power in today’s marketplace – in particular when customers are not happy.  This paper examines the theoretical construct of social power in the marketplace, as well as the complaining behavior, service recovery, and equity/perceived-justice literatures to learn how marketers can respond to consumers’ changing expectations and learn from their behaviors in a marketing environment that includes the social media.  A number of research propositions are set forth, which define the direction for future research in this area.
PAGE  
21

