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Abstract
Deviant consumer behavior is a common problem and can lead to financial losses for the
organization and customers, as well as to psychological harm to other customers. The
purpose of the current research is to design and explain the model of negative deviant
behaviors of customers. The present study is applied in nature and is a descriptive survey in
terms of purpose and data collection is conducted based on a mixed method (qualitative and
quantitative) in which the exploratory approach is implemented. The statistical population
for the qualitative part of the study includes university professors specialist with the subject
and activists of food companies (the selected sample is 25 people), and the statistical
population for the quantitative part of the study includes is the customers of the food industry
(the selected sample is 400 people). The device of collecting data is for the qualitative part,
the interview and in the quantitative part, questionnaire. To check the scientific validity of
the qualitative part, criteria of credibility, transferability, confirmability, and consistency
were used. Content and face validity was confirmed by relate experts, and construct and
convergence validity was confirmed by the statistical methods. The reliability of the
questionnaire was assessed through construct validity and Cronbach's alpha coefficient. The
analysis of the data collected in the qualitative section was done based on grounded theory
(Glazer's approach) and in the quantitative part, the data was analyzed using structural
equation modeling and PLS software. The findings of the qualitative part led to the
presentation of the model of negative deviant behaviors of customers (a chain model
including antecedents, behaviors, strategies and consequences). Antecedents include
individual, organizational and environmental factors. Behaviors include moral deviance,
informational deviance, and behavioral deviance. Strategies include support the competitor,
turning away from the product and the company, and destruction. The consequences include
the destruction of competitive performance, the destruction of corporate reputation, and the
destruction of customer capital. Also, the results of the quantitative part showed that the
relationships between different parts of the model were confirmed. This article provides a
comprehensive insight and understanding of deviant behaviors in the food industry by
presenting a model of negative deviant behaviors of customers.
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