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A Study on Causes of Flaming on Firms and Consumer Characteristics
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In this paper, we focus on causes of companies’ flaming and consumer characteristics causing flaming.
From the previous research and case study, we decided on ‘controllability’, ‘problem severity’,
‘management responsiveness’, ‘responsive speed’. Next, we asked 61 students and working people to fill
out a questionnaire about consumer’s character. This research has shown that controllability and problem
severity influence on companies’ flaming. Also, it is shown that denying problems cause flaming on SNS.
Companies have to deal with problems in a day. Moreover, consumers don’t necessarily intentionally
complicity to flaming.
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