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Abstract

Customer negative emotions, arising from inconsistent behaviors such as cognitive
dissonance, regret, compulsive, impulsive, and obsessive behaviors, hold significant
importance for marketers in managing post-purchase behavior and designing
marketing strategies. The purpose of this study is to examine these behaviors in
relation to one another and to propose a conceptual model of customer psychological
and behavioral distress. To achieve this aim, after developing the hypotheses and
research model, data were collected using a questionnaire distributed both in-person
and online. A purposive sampling method was applied, complemented by a horizontal
networking approach to improve access to respondents. Based on the combined
guidelines of Barclay et al. and Kaden’s method, the final sample consisted of 350
participants. The study variables were derived from an extensive review of the
literature, and structural equation modeling was employed to test the proposed model
and hypotheses. The findings demonstrate how the obsessive—impulsive continuum
and factors such as cognitive involvement, word-of-mouth, and compulsive—
obsessive behaviors contribute to cognitive dissonance and, ultimately, post-purchase
regret. Accordingly, strategies such as sales promotion, reducing perceived risk,
managing involvement, creating emotionally appealing advertising messages,
leveraging peer group influence, creating cognitive consonance, addressing
complaints, managing user- and firm-generated content, and staff training can
effectively reduce cognitive dissonance and post-purchase regret.
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