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N IR RIS RS R G2 T 258 BT S5, B2 SEURS £ SRR E IS
(Naumann&, 2017b ) o Qi B ¥ 52 B % 5255 K OH- S B0 i (E LS80 XUBRE L ik 2 i~ AR AT
Sl B v )RR

Fvan Doorn®s (2010)$2 H i % B G A7 AE RN (valence ) LR , BELEAT 23 THIR S G40
i 2 I T T — R ARV LU ST O i, #2023 4R 117 ASSCRL S i 3245

(negatively-valenced customer engagement ) . 1 [i] Jii % 325 (negative customer engagement ) ., Jili

H AL (customer disengagement )45 Sk el IA] , 7E AL 45 H & A1/, Web of Science-SSCI ,

ABI/INFORM Complete . EBSCO . Elsevier ScienceDirect% 24~ SC iR FEh b7 11
2R AR BRI BE AR A SCRR, I A0 TT 1T IR 55 AR S R GEAM (H LB U T i 5245 11
AT R G A B A G Y SCHR , SR8 B2 BSR4 15, Herh e 30380, rhose3 i o bk seiik
o AR S EEIE RS 1 U BT IR 160 , 8 mFIE1 1R IR-A BF9E30 , HoE st fliR
BT IR K 2 T 20204 2 I o iX R B N % S-S T ST AR AL T2 AL BB B H 4532 2]
SR

R}, FARFAESAN I 25 HME S S TR IR AIE e —RYIAIR, B ZE AN I 325 1Y
FHOCWFFEIL LR F L, 1 AT I — > RGEMEDFIHELE A SO A 8 325 AR OGS R kA T
T ARG IARVE, I LLR J5 A A % 32 WE e ook : 55—, B Sese i e
o % 25 B B B EA T IR AT RA , BT S M B B2 5 A% L N R - 0 B L, X B
WA PEAT I E SC, I S M BT HE— 2D BRART B A B 55— X AN I 32 A T e e
HRIT LA THRBAE , 18 1 HAm R TT R FRUA R, e S 3R TT A g iR 515 55 = % B i
TR R BEAT I FN 3 AT A 2 SN I B2 5 WIE ST AR S 0BT HESE , AT 42 T R S At
P& A I L5 AOWTSE RS s )i, BERT B RTOTSE RSN 2 L 32 tH AR BIFFE B2, iz i 2 0T
FERITRAL SR AT ) FIE

=, A BERESIRSAESN

(—) AR A R SR

LI TC IR Sl F I S 2 AR R IR DG B B2 B2 5 WAl (R R R e, T DA 3K A # B >f 2
fit FIA € E o Higgins MScholer (2009 )4 ) 1415 325 FiL (regulatory engagement theory ) , 1§
WA AT BEXG N A XS A A, o T BRI D LA o van DoornF (2010 )IA %K 326
REAFAE RS 1Y — T AEZE T AR ) — T, FE 5K R FH <R (valence ) 3R i 25 5245 %55 4l A9 1 11
FIA ] R0 o I, Bk B 2 7 B A TR B 325 A7 AR I 584 (Hollebeek FlIChen, 2014
Dolan%$,2016) , A & J5 TF i 32 227 AR B O B2 B T — R FIAH S HFSE (Naumann
&5 2020;Do%%,2020; RahmanZs,2022 ),

SCHRBRIE & B, 2 AR FAE M I 3265 A BE G 5 N IR AE g — AR, it A T
AR B E L), FEARIAE LU JLAN T I - 158, RN I 3252 gk id & 2 4k
SAEAEAE WL, . Llvan Doorn:(2010) . Dolan%: (2016) flObilo%5 (2021) WS F A2~ EH N A
TN R AR —4T N 4EE R, LiHollebeek AIChen (2014) \BowdenZ (2017) A
Naumann?5 (2017b) AR F WU NI G2 5 DIERE ST M 248 &
TN B IEREG AT RN =AEERE  B AT, 4B AE AR AR 20372 A9IA 1T (de Villiers, 20155
Do%,2020) o Hyk , W IE S i & 3245 22 [ A DX A A — R A IHT, —BE2 3500 1E S &
LA R AT S I R IAT, DAIE BB b [RIB X B AT 347 52 (van Doorn$2010; Hollebeek Fl
Chen,2014;Obilo%F,2021) . 73 #h—2E22 F WIEL I 1 AN 6] UL, A TR AR S B 325
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S IEH I % 325 AR B N IS SR T R A B R AR S e A B I i, R AN — R
(Juric%¥,2015; Naumann%,2020) , ‘BT LA A A9 7 K52 23K 8h 3 LA TR 1 07 =CR B H Ok
(RissanenfLuoma-Aho,2016;Dolan,2016 ), FRIK, X T M I G 5 i ] K G55
SRRl A AR B — 22 B A TN B 26 5 17 ] B 325 2 (R — M 2, R I %o
Al 7R B B 7 7O BER ZS F14T 4 (Hollebeek Al Chen, 2014 Obilo%5, 2021 ) . ifif Naumann
(2017b)IA N T B2 32640 75 B % AN 325 RN A7 1] I 324, B TR T 0 ) R p 1) ot 2 32
A FURFEXT AL A S T AT IR BS54 T R A0 i B AR ML A7 25 5 o B B B2 5 AR A
TR TT R L XAl R A IR B A R B A A5 A A A TR IR ST
Ry X A Ml 2 B R I A ) A s e AT I At AT 08 R A B S SR — S 5 Y S
(Do%,2020; DoFiBowden, 2023 ) . fieJi , X A B 5 5265 1) S0 S 15 2% B L fnh &2 SR AP AE
AS—ZHIN Juric 55 (2015 )R HE fil & R 2R FEA A 70 B X 43 T AN 326 5 S8 n)
B A% 324 (customer engagement with negative valence ) iR [RIF4 &, TA R G BT & 22
B2 I DRI 2 i b XoF B ) i P Joth A b %o il s S A7 9 T3 507 1) 284 g
FRAHHMHETMER LR RS, FORBEAES 5 MDA EILE] 1 I A B b

Al B T P, TR R SR I B i 2 T e 0, RIS ph Al A O A
ORISR A, X — WA B 5 2 — 2P 1A AT (Li%s, 20183 D045, 2020)
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van Doorn | TE/G (B | 1 (G R R 2 R el PR ] |

Q010) | m®E | )R

. Xt A LB AR BV 5 T I
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B | e 5 R RSB A 1
G Rk S B 524 3 B B2 52 2 K T I
Dolan’§ (512t 4| B CLALEY G SRR IREN < Hir| .
(2016) A |k, BB G 0 A
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HollcbeclcFl | E U | 2 e 31 A A A F A A B N
Chen(2014) | IS | mtyi G ) MR R ) 174
Bowdens 5% 5 f 2561 50 B0 17 0701l A
o17)  [PIIERS gt ik AR A v VA
] OO P28 50 2 i B 511 1 T
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N U7 5245 B i 5 AT R L30T
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. X S 5 0 5 A il
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F}, negative customer engagement?E H& 3 SCHR A H B T 2R IA A IR G, & AMELLIX 43,

A, RGBS A A X AR, 2B TR R T HA— S5 SORIE | Winegative customer
brand engagement ,negative brand engagement .negative citizen engagement?§ . 7E I, AR LG —K
F T i % 324 (negatively-valenced customer engagement )iX — b, &5 X 4 4l FET
SCERAREE 5038, AT AN T 52— D240 LS A FACE s & L, BA B
SERAERE ST AR DU R R S AR B AL Bl B B G S AR LA PR R
WA PR, RIS S A I B S AT AR R L, TR S B S5 SO - A
Jisi 5 il BB AR R Al AR DG B T A () B R Al B AR IS AT R A
B & 324 (negative customer engagement ) AU A 24 (customer disengagement ) 5 Ff
A BT Ak AT AN VG B S AT A R SS FE R AR 25 5 KU T A G & 2 1]
MRS

IR
i
]

R B AALAESR

2 NRE
SRR
g NCor O
S BSRA
s

B1 HEXHSZENXRNESR

()M A S MM ST

R TN AR A A T A TR (1 AR, AR SORE 7 I 32 455 67 1A Je
AL T SR T B =AM S T AR (L2 )

T, PR S S R L T R N T A B 1) il A A A Ml A G A7 T A BRI AT R
(Richins, 1983 ) ; & A4 JE Ry T4 All ™= S sl iR 55 (%) 7 T 45 8 A% 38 H R TR IR AT 3, B A%
TR X A B AT VR 5 R Y AN FE LA SR A Al AR B LUK AT 50 ) FIAL
JERIER =LA, B A AR A% 8 Al A9 B £ 8L, 38 7 AR o il 24 T At et Al 55

PRAMB R % (Davidow FlDacin, 1997 ) ; J52 i R4 T 3 2 055 F B0 28 R 2 S R AR A5 L 456
@M’@% FE ) R X R A O TR RS B R 1) H e 4 X 45 (YuanflLei, 2017) ;3 5
LA L, TN A A R E &, A S A5 R Ik 8 S T4 TR, A X £
M T AR JE% , ELYE BT AN A IS 1 7oA 1 HLAE R R 3 E AKSF- | Bt A ) A HEAS A
IR A AR AT ShAS T Ak LR FEAEBE I f i CURS B A AR RIS R 5 Bl S B —A T oM A
A, T SR B 38— LA B 5 M A B R 2, He— o 32 B ) 5 (it 8 4 75
T JB50 5 545 IR 3 AN 5 PRI, — B A4 B4 R0 B A IS RN A 3o = A B 5 = 1
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T I O TR 48 T A T A SR T, — ST SR N I S5 A YR L R BT
RIS T T BUWARR AN b R A AN AR S AN A IE  TERE AT THT A
(AT AR (D%, 2021 ) 5 155 IR AR B (1) e BRI BEAL 10T A% R IBAT O B RIS I AR A 5 7
S R R IALEE Sk B GE TR VR AR, DA SRR B R s R B B A A
2R RAFE SRR T 5 (Hua%s, 2021) o (H X LERF G H A X 430 & N 3245 A i i & 3245
NaumannZ§ (2017b )R FH A S U RIESRR T IR AT 4R 1) B 32 A 7R AN B IR AT TR 4%
Y Y HARERAE o AT A B0, T AN 254 3 DA 2 T AN 5 AT 172 T P MR A 4 LA %
A5 R J T A 5 0 1) SO B2 A 5 A2 T ) PR I 2 T R 1 2% LA A T oy T 1) 4 A4
S8R LB AT R AR TN, E R BIFST B A L6 4k B R AE AT I AN A BEml) b i — 25 IT & B ¢y st
KUEHRS

H AT, B35 AR SR 5 3 8 o504 s 15 AR SR 2 1) 28 43 G T N 3245
1) R B2 A T (L3 TR A AN A I -, Goode (2012 )44 T Patterson(2002)
PR 0L XoF 2 I ot 6, B 1 3 R . A B 1] B B2 A5 N i |, Rodriesgues®5 (2020 ) %)
Hollebeek5 (2014 )1 & 1 CBE (B & it i 325 ) it R AT 1 08 , # Ha 3 rh b T3 A Ta) AR
oAy 17 1T B SCRTR], T A B 10/ I A 7 [1] i %% 326 £ 3% s Naumann® (2020 ) 7E 45 4E B 115
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T AT AH M & 28, AN 4E B2 {8 K ottasz FlIBennett (2016 ) A9 “Ab B R EE 10 3¢, I B 4E
B FIRomani% (2013 ) (Y i A5 7 4%, 17 M 4E B2 A HIRomani%s (2015) [ fb i3 A T80
&, L1240 T4, Obilo%5 (2021) & T CBER 2 R4 T M b Y G 1) B 525 00 R B0 %
B R DA B 22—, FH3AS U B HEA T I it R Rk b RS AN 2 | [l 2 e AR
. (2022) T BE SIS _L 9 £ DS e & T NCBE (ff [ JBU& il JL32 6, 7R 1230 il
PR AT 223 LB ) 3R, R I NI — B R 8K0=0.896 , £ E A B BRI T =
AYERE  IL1 28I 2RI A B B TE] 0 e, A VA TR A SR o g s | AN I, 2 ik
FHF AR TS BEh A RS o SR L, H TS 82 X A [FIWFFE I35 00 A 80 T 59 i
% H AR

x3 AMBIERSHNE

SCRERRCTE | e A I ST (26061 ) e
Goode | iz pins | 1 FOLA DSBS IS M3k — 405 | fEPatterson(2002) i
(30129 ﬁ#ﬁﬁ; 2. e TR A BT B R X 52 e 32 LR 1
T3 gk R BRI R )R B4 , 3T
Rodrigues | LVBUE RG] 1L GLHASE PR RS L GAAD; | fEHollebeek % (2014)
g,_;’( ;)g;fj NIRRT | 2. MRS R, TR RV T (IR 5 CBE R 13LaE -k
i1k 3.5 FUARRE: AR L, TSR R BRI AR 22 (170 | S, 10/ F 31
Naurmann | PLEVBUE B2 A 1Al AT oo L0 7T £ 3. U 3 AN RE 43 A FHAH
4(2020) A RN | 2. Xt o< MU IR (1R 5 A AR, 1240
R 3. RS S T oS3 (17 R) T3

A0SR R R BUARSEAIG T B , 25 VR AL 2
ANEW S A5

2. SRt R B F BRI T 10 , 3 A1 1 i
3 A R ) R BRAR SR T U, Tt e A

TER T % Gl
(CBE) 3, G 1 Bt
EREGNMEHTZ

ObiloZ: |f [ &4
(2021) 1T RYERE

s 4 MAA —, 34~
A ) B T e
1t T B AT 2 B, T8 2 Fr i i W 21
e (M%[])' N
Ak a1 A ; a] Ji 2
A ﬁ;f;u’@;éﬁ%ﬁ 2 SR A G | T SRS, T fgiﬁg‘fﬁf
DR e et (5280 T, BT
(2022) 1 AEH D T A AT A, T W B e b | T 12T
(Fi4)

OB TR : ARG AH G SRR B
=. AN RERSHIFRIER

I SCHR A2 S5 3 A AR SCRI SR S B 3245 I T R G 2R B sh &S A I S 0 B 3k
T AT S0 B A 95 (A S T HEZR (A2 7R ) -

(—) B % B2 vy R S AL

T B S F AR AT ARV PR A E Va9 R 3, SSIEF ST 8 M B = o B RTAH OG5 &
BN I AR S5 A 28 R G = A2 T AT T4, T3 A G VR BEIE | W PR A7 P
W A — SIS FUBEN T BIS FRE T S0 I 3258 i o BEBIL I

1. AV AH S S 67 T g

Al A S S 1 TS A U 2 e R A5 (Bowden S, 2015 Do, 2020) . 24
Al A SR B TSR LR AN R R S5 AR an 22 5 A0 5 T4 (Bowden 5, 2015) (%
Az A B BUMES (Jurics, 20153 Do%5, 2020 ), HLXF B2 4 67 T 5% Wi i 3 7] 457 {8 (Naumann
Z5,2017b) B, B2 PR INE 25 3% BESCHE G T F AL EE - b TR A I WAl i %

=1y
>
NEy
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s [ ehrmE | | AR | Dravmem i
' BELE ] Ny | | MARSEHTET AR
A5 Eow |EEEE L stmERe | ] B s
R I AR e B L | mEmm | R4
! L D e e A | : :
:[X—X]% l T 1 : %ﬁ‘zm%ﬁj : : WH: DMEE | 1 :
V| BEEE | o | | R | | wBome | v 1 i
| R | e LT AR
E?F'Jj% l T i U BAIAAF i rAmEES i | B &ER ye
:ﬂm : : vvvvv h : ‘ég: %g | \ l ? :
| i D AN : VTR ETE] e |
EE|  HXEEE | | AT R RATEY | | : ﬁﬁag%fumﬁ i
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£ R RS

L RBES: EWMRSESRARFESEE L AR EERRS :

B2 fANmELZESHRNESSITIER

BEUE (Smith, 2013 ) ; il 55 25K (Bowden%:, 2015 ) ; £l [F13kE X470 S A7 2 (Zhang %, 2018 ;
Wijeyaratne,2019) . Yadav&5 (2023 )i 13 XiF 36044 B3 i 5 7 190 I i A6 2 K028 1 9 45 1) 35
A R T S R LA A R S SRS AR AT R B, Al AE R IR S5 1 R AR R GE L BE AN
IR 55 2 T 27 B o ok 70 TR ot RELAAR 365, 06T 5 | & SN U 3245, B 2 R B0 &R U TR LR L
R S RN R 2 A T30

X i My A 5 S e 7 T S G i R 356 M 2 B2 (D A B L BEAILAR, 2 BTN
[ A FE AT T BB  Juric S (2015) TSR BIE , R Alb il 55 3 7 v & A= A Sl 67 1
A = E RN AR, 5 U8R N R R T R AN R R R R T
PR FNIEHARAS R S 7 A — S [ Xt S I, B A il (A T W 1 2 RN 67 i A7 A , B 6 41 it
A Smith(2013) T FHIRAFHIE , K ILFAMN IR BAFT RS I ORAF AR A B 5%
VR Y 18— 107 % 576 s o At o X6F 12042 JB5 5 (14 S SR T D iR 2 B, £l 7 e IR AR 190 2 T
(BLHG N7 AR AU BGEUE ) AR 7 U8 CAn s 1] | 4455 ) s T, DA h IS 30 A
R (R ) v TN, B 255 | R I L S & 32 4, Aot it AR B SR Mg AN A 1 M A7 AN
YA A BT, B ORI 28, U 2 R IS R4 0048 R £ T RS SR & 32 54T 0 .

2. A Al 1) B T HIPTAN R 28 sz

J 73 %ot A b %) 67 TR DA RIS S 265 SR 32 P RESRC VR T B 5 14 2 B R0, ] Rl 2 Al i o
FAb 35 4 X6 TR MR T 7 A AT 2 B, B 6 Al %) 67 T DA AR AN 26 832 1 [l 52 R fAfy
Jii % 2547 M o Azerfl Alexander (2018 )iz FH W 4% 5 A9 /1543871 T Tripadvisor 1 G T8 )5 AY 71
T TELRITAE , A BRI SR il e ask v I R IR 45 2 L, L B I Ja %ot il ) 2 B RIAN ¢
LIRS TR S HFTE T T B R RSSO S R N R B A AT R Y A
Rodrigues® (2021 )3 i3 X A 535 S AT X 25444 3Z 154 I ) 8 A IE S5 b5 %
HBRA—Z S IR R RS AAZE A B DL DA A 67 T R AR 56 25 5 | R I 1Y
it R , 30 2o i R TR 1435 43 v A 1 56 4 A VR IE 1) B2 i 40 B 32 6 L S RO L 7
T RS L B AT b R A R o A, B 2 RTFE IR 55 P I 32 5 KRG, SR B2 N 3245 1 mT g
R 5 Z R PEIRSS I 3265 K-8 s, SR SN 324 1 Tl REME I (Bowden4$, 2015 ) . 3X 1T g /&
PR A B 5 22 i ) e 7K 24 T 1B A 3R i R B 45 (Hollebeek 55,2014 ) , MTTTRERFAIE
JE BE M I B KA AU
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B2, Jo % ok Al BRI P N 45 B2 Aoy S B B 3245 7D oA (2020 ) T 2
AN—BOHE AR BE X AT 1 B AT, T R Al A I 55 S e 1 T 19380 1A
LA N AE I3 PP AN Bl BN A2 U R AL, 3ok 2 X i\l ) 70 T R R AT TR 15
LRI SR AN TS N B AT M

3. MRS5S R G R 2 R R S5 AMA D 3=

Al S B E. B A AEAEANRZ IR B IR S5 AR S R GE T, O 2 MR — et g s,

A AN S AZ O 5 T P S5 B S A TG B, A S 1 40 PRV AN SRR s R R
B2 G5 RIS 3, 405 BT A +45 % 53 (Chandlerfl Vargo, 2011) . Li%s (2018 ) 3 T Wi A2
W5 RS R G A, & AT 7 (actor) GRS, Horb A7 o R & & 78 N Y IR 55
EBRGEMERE A S 58 AT SCRRFSE $2 HAHSCEIS AR B, DT A3
F1A) T PRI AT ) 2% PR 28 A0 AR PR 28 T A%, IO 4% DR 28 3 R 25 ) 4% 114 o) 58 ML R S )£ 7 A B P 2%
SER (BN B EE) MR R R AHE £ ST BN AT A 451837 16 AT, Naumann 5§
(20170) I FBUFFES MRS AT &I, TE MRS T8 b, th AR m iR s e 22 JF AR 24
DS 20 B AT I AR TG GRDAT Igm ], B ok A &

(OB BLE B s 2

A TR, B 22235 S M & 325 B R 25 L, (A A R B vh T N R 325 %
Al I (R ], ok EL A AT A A R A AR 5 A LA D R T Azer Fll Alexander 43

1. 2D P2 | S RELGE P RN 55 A%

TN T2 2 X Al = A — R B G T, 05 350 b P 25 0 R = 32 0, 2 Al iy
FeM 55 I 94 2 (Rahman%s,2022 ), {4l G 8% A (&8 HE st FL 3, 2019 ) & ) 32 46
(Smith,2013) %5 (EAF CUEM I, M A LG IS 2 e 0 v el E A RS =S RS

(NaumannZ§,2017a) , FEURSS A& R G M (E 5 (Naumann®s, 2017b ; AL FNIAL I,

2019) . Rahman & (2022 )5 1 5 R 2 b o 7 3 S8 7 1 K508 R Sz 07 R R AR , IE S Al
I B SN B S FF AR S LR R, TR Al I 55 K
IR U IR 325 %Al A S TR R 92 RS (HAE LR E T T, T i 25

W] Bl B4 o 97 1 255 8 B SR AL AR AN I8 55 B B e 1) 5 KR X il 55 2R D

AR AL T A IE B AYHL2: (Naumann®s, 2017a) ; QiR A ABVT K B 7w 325 0% /Y 75
T AT R A2 25 (Juric:, 2015 ) . Dolan® (2019 )IESE , #EASHA il & At 4e & S 8%
55 R 5 A 2 1] A A LB sl (i 58, T 43 2L S AT DAk S (AL 58, I
IR RN EE S

2. S E XL S BE AT S E 3 SR

GBI 25 X B 1 55 M AR A T A TR = — 2 2 M B0 X A PR A B DA TR 5 g

W JBL 2 1 B A R o F 5 e B, B IR 32 2 AR B2 %) i ) 25 B2 (Hollebeek A1 Chen,

2014) , A X S A R B (Wijeyaratned$, 2019 ) ; 51 & BE ) £ T H AR (G B8 FiG—
H,2022 ; Naumann%, 2020 ) , 5350 % [kt (5K A 2R 5L, 2020 ; Bowdenss: , 2015) 85 1]
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Negatively-valenced Customer Engagement Research:
A Review and Prospects

Zhu Liye, Yuan Denghua, Li Chunyu, Yang Lin
(School of Business, Guangdong University of Foreign Studies, Guangzhou 510006, China )

Summary: Negatively-valenced customer engagement (hereafter, NVCE) refers to customers’
unfavorable thoughts, feelings, and behaviors towards a firm during their interactions with it. In recent
years, with the increasing academic attention to the topic of NVCE, there has been a rapid growth of
related research. However, the research surrounding NVCE is still in its infancy, lacking thorough
carding and a systematic review. Therefore, this paper first systematically reviews and discusses the
concept and connotations of NVCE, defines it by a second-order structural dimension, and compares its
similarities and differences with related concepts to further clarify its connotation and extension. Next,
the measurement of NVCE is explored, and the shortcomings in the development of its scales are
pointed out. Then, focusing on the antecedents and mechanisms, consequences and moderating
variables, and dynamic evolution process of NVCE, relevant literature is summarized and reviewed, and
an integrated analysis framework for NVCE research is constructed according to the logical chain.
Finally, in response to the limitations of existing studies, future research directions are presented from
five aspects: scale development, antecedents and mechanisms, impact outcomes, dynamic evolution, and
governance mechanisms.

Key words: negatively-valenced customer engagement; interaction; dynamic evolution; service

ecosystem; value co-destruction
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