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The aim of the present study is to identify effective strategies in managing consumers’
tension-indusing behaviors in crisis situations, focusing on the automotive industry.
This applied-exploratory study was conducted based on qualitative research and using
thematic analysis. The sampling method was purposive (interviews with professors)
and snowball (interviews with automotive industry experts), and semi-structured
interviews were used to collect data. The participants in the interview included
university professors and automotive industry experts, who were interviewed based
on the interview process until the researchers reached theoretical saturation. The
results of the content analysis of the interview data included 194 open codes, 33 basic
themes, 12 organizing themes, and 3 overarching themes. Accordingly, the results of
the content analysis of the interview data led to a combination and integrated
classification of effective strategies in managing consumers’ tension-indusing
behaviors. Finally, the research findings showed that effective strategies in managing
consumers’ tension-indusing behaviors in crisis situations include three overarching
themes: preventive strategies, therapeutic strategies, and creative strategies. Also,
preventive strategies include five themes: customer-centric organizational culture,
pre-scenario, public relations, process review, and marketing management;
therapeutic strategies include five themes: human resource strategies, internal
company commitments, support, organizational creativity, and systems management;
and creative strategies include two themes: strategic partnership and patronizing
behaviors.
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Extended Abstract
Introduction

Today, the consumer is considered the main key to the success or failure of a company. Therefore,
understanding consumer behavior is of great importance (Elhoushy & Lanzini, 2021). Therefore,
marketing researchers are constantly trying to identify consumer behavior and, based on this, adopt
appropriate solutions for better and more effective sales and increasing market share (Aazami &
Tavreh, 2022). On the other hand, customer preferences and behaviors are constantly changing
(Budur & Puturak, 2021). Therefore, consumers face tension in deciding which goal to pursue,
who to be, and which self to present in everyday life (Liu & Hogg, 2018). In this regard, it is
important to note that the primitive instinctive behaviors that customers exhibit when they are
stressed and stressed can override the rational decision-making process and have a great impact on
the consumer's usual behavior (Arafat et al., 2020). Also, since tensions can emerge between
multiple actors, including individuals, groups, and organizations, they provide a good analytical
lens for analyzing the activities, outcomes, and consequences of multi-actor networks (Burton et
al., 2016). Therefore, according to the tension between the actors - whether those actors; Be it
individuals, groups, or organizations—service delivery is effectively studied through a multi-actor
lens, an approach that considers change not just from the perspective of the focal organization, but
from everyone's perspective. On the other hand, looking at the process in this way both illuminates
potential tensions and suggests strategic responses to them, helping managers identify where to
look for tensions in their network and stop them before they destroy value or derail the process
altogether (Burton et al., 2016). On the other hand, the emergence of tension-indusing behaviors
in critical conditions can have very destructive effects on companies. In particular, during a crisis,
consumers can share, post, comment on, and discuss events online with other users who are
involved in the crisis (Lin et al., 2017). Therefore, in these circumstances, companies can no longer
quickly adapt to the traditional way in the economy in the changing world, through traditional
strategies, they compete with large global competitors, and if an organization wants to ignore
global changes and emerging phenomena, it has jeopardized its sustainability and survival, so it
needs to quickly change its strategic approach (Pereira et al., 2017; Faghih et al., 2018). In general,
it can be stated that the selection of strategies should be done by considering situational factors
such as company size, available resources, nature of the product, and characteristics of the target
market (Najjarpour et al., 2025). Considering the above and the studies conducted, it can be stated
that it is essential to identify effective strategies for responding to and managing consumers'
tension-indusing behaviors, which are often known as the dark side of consumer behaviors, so that
a widespread crisis and its consequences can be prevented as soon as possible before it affects
parts or the entire organization.

Methods

The present study, from the perspective of qualitative approach, is among applied research and
from the perspective of purpose, it is exploratory research. The qualitative method selected in this
study is the theme analysis approach. The statistical population of the present study was professors
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and experts in the automotive industry, focusing on experts from Saipa Company. The statistical
sample was selected purposively (interviews with university professors) and by snowball method
(automotive industry experts). A total of 20 people were interviewed. The data collection tool was
a semi-structured interview. Also, in order to ensure reliability and transferability (validity), some
participants were simultaneously asked to help analyze and interpret the data. Therefore, the
findings and interpretations made were provided to the participants and they were asked to judge
them and express their own opinions. Also, for the members to reconcile, two experts from the
first stage reviewed the analysis process, concepts, and themes obtained. Finally, to examine the
reliability of the research, the agreement method between the two coders was used, which uses
Cohen's kappa index to assess the level of agreement between the two raters. Finally, the kappa
index value was obtained as 0.87. Therefore, based on the results of the kappa index, the high
reliability of the research in extracting the resulting codes is confirmed.

Findings and Argument

The results of the thematic analysis of the interview data included 194 open codes, 33 basic themes,
12 organizing themes, and 3 overarching themes. The analysis of the initial concepts (open codes)
extracted from the interview texts led to the classification of these concepts into 33 basic themes.
The identified basic themes are: reforming organizational culture, creating the right organizational
culture, production engineering, supply chain management, customer orientation, festivals,
preparing a documentary about the company, reverse engineering, keeping up with technological
changes, marketing and market management, marketing research, brand management, customer
expectations management, internal customer relationship management, improving soft skills in
employees, employee training, employee selection, manager characteristics, factors within the
company, physical environment, monitoring, follow-up, crisis management, company dynamics,
system intelligence, designing appropriate systems, creating a customer relationship management
unit, creating a customer experience management unit, social network alignment, collaboration,
recruitment, corporate social responsibility, and justice-oriented. Next, the basic themes with
common meaning were grouped together, which led to the identification of 12 organizing themes.
The identified organizing themes were: customer-centric organizational culture, pre-scenario,
public relations, process review, marketing management, human resource strategies, internal
company commitments, support, organizational creativity, systems management, strategic
partnership, and patronizing behaviors. Finally, the organizing themes with similar semantic load
were combined and grouped together, which led to the identification of 3 overarching themes. The
identified overarching themes were: preventive strategies, therapeutic strategies, and creative
strategies.

Conclusions

In general, today, due to the environmental complexities and rapid developments that are taking
place, the needs and demands of consumers have also faced dramatic changes. Therefore,
companies need to employ strategies that are most compatible with environmental requirements
and can meet the diverse needs and expectations of consumers. Accordingly, the results of the
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interview analysis have led to the identification of three overarching themes: preventive strategies,
therapeutic strategies, and creative strategies, which can be most compatible with today's changing
and unpredictable environmental conditions. The purpose of preventive strategies is to be used at
a macro level by Saipa Automotive Company and is considered a long-term strategy. Accordingly,
it is necessary for the company to stratify many of its processes and make fundamental changes in
its strategic management and to perform a kind of reengineering. Preventive strategies have a
deterrent role; In such a way that they can prevent the occurrence of consumers' tension-indusing
behaviors. Also, one of the basic findings of the present study is that therapeutic strategies and
their components are human resource strategies. Various studies have emphasized that human
resources are considered the most valuable capital and assets of any organization and that the
survival, growth, and productivity of the organization are achieved by its human resources.
Therefore, it is essential that in order to ensure the success of organizations, the discussion of
managing relationships with internal customers be considered and, on this basis, comprehensive
programs be developed to ensure employee satisfaction that are most effective in critical situations.
Finally, one of the most important results obtained from the research is creative strategies. It can
be stated that paying attention to creative strategies and their components, especially the use of a
social responsibility approach and adopting supportive behaviors towards affected customers in
automotive companies, not only strengthens the positive image of the brand, but also demonstrates
the company's commitment to creating a meaningful impact beyond profit generation. In fact, this
strategy can be considered as a model for organizations that seek to align their actions with social
values.
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