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Problem
 • Grievance is a complaint customers have against an organization
 • Negativity and Neutrality Effects in lean media such as email or online community forums
 •Web 2.0 creates potential for negative emotional contagion 2
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Research Questions
 RQ1: Which dimensions of communication have the greatest effect when moderators attempt to facilitate positive emotion and prevent negative emotion within online brand communities?
 RQ2: What are the subsequent effects of emotional contagion on brand community members’ continued engagement?
 3
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Community Retention and TurnoverReasons people engage with online communities• useful information (e.g. Lampel and Bhalla, 2007)• improved reputation or status (e.g. Hall and Graham, 2004)• expand their social network (Agarwal et al. 2008)• receive emotional support (Maloney-Krichmar et al, 2005)
 Commitment-based Approach• Psychological bond between individual and organization• 3 parts:• Continuance• Normative• Affective 4
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Emotional Contagion
 • “Emotions do not merely accompany our deepest desires and satisfactions, they constitute them, permeating our ideas, identities, and interests” (Jasper 1998: 399).
 5
 • Inextricably linked to cognitions and behavior• Result in shared emotion, leading to emotional
 contagion• Transforms a collection of individuals into a group
 • Emotions – short-lived or more ‘permanent feelings’
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Narrative Theory
 • Narratives • messages that serve as boundary objects in
 communication • facilitate persuasion and meaning convergence
 (Bartel & Garud, 2009; Feldman & Skoldberg, 2002)
 • Most effective when narrative appears credible
 6
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Narrative Theory cont’d.
 • 4 Dimensions (Barry & Elmes, 1997)• Materiality• Tangibility of the message
 • Voice and Perspective• Character, authority, language
 • Plot• Epic Hero vs Romanticist
 • Targeted Audience• enthymeme
 7
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Research Model
 8
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Kraft Foods Cooking Community
 9
 • “sharing a recipe or two, or looking for a quick and easy dinner idea…make new friends and become inspired.” • Message boards such as “Cooking
 and Recipes”, “Entertaining”, and “Healthy Living”
 • 3 criteria for brand communities• Sense of belonging or “in-group”• Traditions and Rituals around the brand• Shared sense of obligation to community
 • Strong moderator narrative and visible posting information
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Sample and Coding
 10
 • Sample• Grievances against company products, policies,
 technology, etc.• 75 moderator interventions across 27 threads
 • Coding• Linguistic Inquiry and Word Count (LIWC)• Word count, emotion, professional writing, emotional
 change• Manual coding by 2 coders• Cohen’s Kappas all above .70 threshold• 100% agreement after reconciliation
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Metrics: Narrative Attributes
 11
 Moderators’ Intervention
 Materiality Word count Concreteness Repetitive Motifs
 Voice and Perspective
 Character in the Story External Authority Professional Language Dispassionate
 LanguagePlot
 Epic Hero’s Journey versus Romanticist
 Targeted Audience Enthymeme
 “I'm sorry to hear that happened. I let the appropriate staff know about this issue” (Abstract)
 “Thank you for your feedback!”“We are sorry for your frustration”“I hope you will enjoy” (Repetitive Motifs)
 “Are you referencing the Viva Italian Dressing that has been discontinued since about 2006?” (Concrete)
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Metrics: Narrative Attributes
 12
 Moderators’ Intervention
 Materiality Word count Concreteness Repetitive Motifs
 Voice and Perspective
 Character in the Story External Authority Professional Language Dispassionate
 LanguagePlot
 Epic Hero’s Journey versus Romanticist
 Targeted Audience Enthymeme
 “We all know that prices are increasing on everything… companies often find that they must raise prices to maintain high quality.” (External)“Unfortunately, the CRYSTAL LIGHT Sunrise Ruby Red Grapefruit has been discontinued… At this time, there are no plans to bring the Ruby Red Grapefruit back.” (Internal)
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Metrics: Narrative Attributes
 13
 Moderators’ Intervention
 Materiality Word count Concreteness Repetitive Motifs
 Voice and Perspective
 Character in the Story External Authority Professional Language Dispassionate
 LanguagePlot
 Epic Hero’s Journey versus Romanticist
 Targeted Audience Enthymeme
 “We recently received word from a consumer about an issue with a Capri Sun pouch…Now that we’ve tested the material, we’ve confirmed it was mold.” (Romanticist)“We are very excited about all the great new features on the site and the ability for the community to express themselves in more ways...” (Epic Hero)
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Metrics: Narrative Attributes
 14
 Moderators’ Intervention
 Materiality Word count Concreteness Repetitive Motifs
 Voice and Perspective
 Character in the Story External Authority Professional Language Dispassionate
 LanguagePlot
 Epic Hero’s Journey versus Romanticist
 Targeted Audience Enthymeme
 “A compatibility issue shouldn't exist.  What I've found to be helpful is to clear the cache on your browser.”“Stiff jam or jelly may be caused by: under ripe fruit, over cooking, or possibly using too much pectin or sugar. Also, using Sure Jell for lower sugar will tend to form a firmer set.”
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Difference between average of LIWC emotion scores for participants within thread before and after moderator post
 Metrics: DVs
 15
 Participants’
 Community Continuanc
 e
 Emotional Change
 Increase in Participants’ Positive
 Emotion
 Decrease in Participants’ Negative
 Emotion
 Number of times each thread participant continued to post to the community, summed across thread participants
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Analysis and Findings: Change in Emotion
 16
 Independent Variables ∆ Positive Affect ∆ Negative AffectControls Intervention Controls Intervention
 Response delay 0.00 (0.00) 0.00* (0.00) 0.00*** (0.00) 0.00* (0.00)Actionable 0.22 (1.06) 0.17 (1.32) -0.21 (0.50) -0.07 (0.50)Prior positive affect -1.11*** (0.09) -1.08*** (0.05) 0.03 (0.04) 0.04 (0.05)Prior negative affect -0.31* (0.14) -0.30+ (0.15) -1.00*** (0.09) -1.00*** (0.09)Moderator word count -0.01 (0.01) 0.00 (0.01)Abstraction -0.46 (0.73) 0.16 (0.19)Repetitive motifs 0.28 (0.31) -0.11 (0.09)Character in story 1.55+ (0.78) 0.27 (0.56)External authority 0.13 (0.87) 0.96** (0.31)Moderator positive affect -0.10 (0.13) -0.07 (0.11)Moderator negative affect -0.10 (0.28) -0.15 (0.15)Professional writing -1.62+ (0.85) -0.27 (0.29)Epic hero 0.13 (0.73) -0.01 (0.24)Enthymemes -0.81 (0.70) -0.28 (0.17)Constant 3.82** (1.23) 3.88 (3.20) 1.19* (0.51) 1.62 (1.62)R2 (p) 0.6241 (0.00) 0.6696 (0.00) 0.6179 (0.00) 0.6679 (0.00)
 • +p<0.10, *p<0.05, **p<0.01, ***p<0.001
 Character in Story increase positive emotion (H3a Supported)Professional writing decreased positive emotion ( H3b NOT Supported)Professional writing increase negative emotion (contradicting H4c)
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Analysis and Findings: Community Continuance
 17
 • +p<0.10, *p<0.05, **p<0.01, ***p<0.001
 Independent Variables Controls Moderator Framing Emotional Change
 Response delay 0.00*** (0.00) 0.00* (0.00) 0.00** (0.00)Actionable 1.93* (0.81) 2.51+ (1.44) 2.33** (0.86)Prior positive affect -0.04 (0.05) -0.05 (0.13) 0.06 (0.12)Prior negative affect 0.41*** (0.09) 0.51** (0.20) -0.04 (0.32)Moderator word count -0.01 (0.01) -0.01 (0.01)Abstraction 0.24 (0.25) 0.06 (0.17)Repetitive motifs 0.12 (0.10) 0.07 (0.10)Character in story 1.47+ (0.87) 1.36* (0.64)External 2.24* (0.91) 2.14*** (0.45)Moderator positive affect -0.05 (0.07) -0.11 (0.08)Moderator negative affect
 -0.16 (0.20) -0.23** (0.08)
 Professional writing -0.26 (0.37) -0.15 (0.56)Epic hero -0.05 (0.63) 0.50 (0.66)Enthymemes -0.93* (0.40) -0.96+ (0.50)∆Positive emotion 0.12 (0.12)∆Negative emotion -0.48* (0.22)Constant 3.58*** (0.64) 5.04*** (0.94) 6.62*** (1.54)Log likelihood χ2(p) 11.98 (0.0175) 23.98 (0.0461) 28.68 (0.0262)
 Direct positive effect of Character in Story (H10a Supported)Direct positive effect of External Authority (H10b Supported)Direct negative effect of Enthymemes (H12 NOT Supported)Change in positive affect did not contribute (H13 NOT supported)Change in negative affect reduced continuance (H14 supported)No mediation effects of emotion change (H15 NOT supported)
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Revised Research Model
 18
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Implications• Emotion does spread through text-based, online
 communities
 • Organizational intervention does impact change in both positive and negative emotions within community
 • Narrative Theory does hold in online brand community context• Exception - enthymemes
 • Emotion does play a role in community continuance19
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Future Research Directions
 • Empirically examine larger sample across multiple communities
 • Examine qualities of moderator message in light of Web 2.0 affordances – visibility, persistence, editability, and association (Treem & Leonardi, 2012)
 20
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Thank you!
 21
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Hypotheses: Change in Emotion1. The materiality of moderator messages – (a) word count, (b)
 concreteness, and (c) use of repetitive motifs – will increase levels of positive emotion within the community.
 2. The materiality of the moderator messages – (a) word count, (b) concreteness, and (c) use of repetitive motifs – will decrease levels of negative emotion within the community.
 3. The voice and perspective of moderator messages – (a) character in story, (b) external authority, (c) professional language, and (d) dispassionate language – will increase levels of positive emotion within the community.
 4. The voice and perspective of moderator messages – (a) character in story, (b) external authority, (c) professional language, and (d) dispassionate language – will decrease levels of negative emotion within the community.
 22
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Hypotheses: Change in Emotion
 5. Moderators’ use of an epic hero journey rather than a romanticist plot will increase levels of positive emotion within the community.
 6. Moderators’ use of an epic hero journey rather than a romanticist plot will decrease levels of negative emotion within the community.
 7. Moderators’ targeted use of enthymemes will increase levels of positive emotion within the community.
 8. Moderators’ targeted use of enthymemes will decrease levels of negative emotion within the community
 23
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Hypotheses: Community Continuance
 9. The materiality of moderator messages – (a) word count, (b) concreteness, and (c) use of repetitive motifs – will increase continued participation in the community.
 10. The voice and perspective of moderator messages – (a) character in story, (b) external authority, (c) professional language, and (d) dispassionate language – will increase continued participation in the community.
 11. Moderator use of an epic hero journey rather than a romanticist plot will increase continued participation in the community.
 12. Moderators’ targeted use of enthymemes will increase continued participation in the community.
 24

Page 25
						

Hypotheses: Emotions & Continuance
 13. The community’s increase in positive emotion will increase participants’ continued participation in the community.
 14. The community’s increase in negative emotion will decrease participants’ continued participation in the community.
 25
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