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Once there was an integrity-violating advert...
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Enter social media
People are NOT happy with this ad.

Thousands call for removal of 'beach body' adverts amid
online backlash

An advert for protein shakes has annoyed half of London and a petition has been
launched to ban the ads.
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Takeaways

1. What responses
restore integrity?



Integrity restoration

Apologizing content Denying content

I'm guilty and
I'm sorry

(Kim, Ferrin, Cooper, & Dirks, 2004)



Narrative format
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Integrity restoration

Analytical format

Yada
Yada
Yada
Yada
Yada
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(van Laer, et al., 2014)



Intention to switch

Integrity
perception
Intention to
switch

(Morgan & Hunt, 1994)



Method

* 153 social media users

« Material
« Customer social media message
* Problematic childbirth
» Laura Klein accuses Dr Jacobs



Customer social media message

THE KLEINS FAMILY

The birth story

We had arranged that my mom was going to be here at that time, which helped. She could make all the comfort food for me and that surely strengthened me quite a bit. The due date came and
went, and there was just no sign of Sebastian whatsoever. One night I began leaking, and we went to the hospital, but when we were there, we had Dr. Jacobs - the obstetrician - tell us that that
we were wrong in the date of conception! I thought I wasn’t hearing right! We know exactly when I got pregnant. So we weren't wrong. Before we practically knew it, Dr. Jacobs did an ultra sound
of Sebastian, measured some things and said that it was a big baby, so we couldn’t go natural, since it's not good for the mother or the baby, because the process was going to take up too much
time. We were put in a room, I got some hormone to be induced, and it was all going really slow. At least we got to hear the baby’s heartbeat for like half a day. Slowly we started to wonder
about things, but they quickly made it known to us, that we had nothing to input in the delivery anymore.

Being induced was slow as hell. It took hours and hours, and it didn’t really seem like there was any progress. We had one whole team that already went home because their day was over. Then
we got a new crew, and we would see them go home as welll By now, I was dilating, and pain was more and more eminent.

By then Adam filmed quite a few things already, but didn't bother to check what he filmed, that should be a hint where T am going with this. Anyways, the final crew came in, and there was Dr.
Jacobs who apologized to the team, NOT TO US, for being late. So then he finally decided that it was time to get the baby. All the events that happened after this, I shall never forget. Details
maybe, but I felt far more than I ever desired to feel.

1 was finally done and started pushing. They let me push for at least a whole 3 minutes when without any occasion, Dr. Jacobs got the vacuum, let it drop on the floor, didn’t disinfect, and grabbed
a pair of scissors because the baby needed to come out! Now, was there any medical reason for it? Was it obvious that the baby was in distress? I never heard anything about that. Instead, we
weren’t sure Dr. Jacobs knew what he was doing, which is not the thing you want to realize in the middle of delivering a baby.

So before T knew it, T was cut and the vacuum was used and the head was out. Of course, Sebastian, being difficult as he's always been, was positionaed wrong and his nose was facing up. Of
course that way, the shoulders are horizontal, and a woman is shaped more in a vertical way down there so that wouldnt work. Dr. Jacobs, who was doing the delivery, murmured "Qops... Surprise,
surprise...” and then suddenly grabbed his head and just turned it in like a 10th of a second, like you do if you would be BREAKING someone’s neck. This sounds like something from a horror
movie, but T saw him do it! By then he yelled at Adam to stop filming, because they said that we didnt want to ever see this at home. 1T can imagine! 1t was hlood and gore T tell you. It was a
freaking nightmare. My mom wasn’t even in the room anymore most of the time; she totally couldn’t cut it anymore and was more outside smoking than anything else. I couldn’t blame her,
knowing what I all saw. So I just watched myself. He yanked Sebastian out, and a loud crack was noticed by us all. We were afraid that they dislocated his shoulder when he pulled him out!
Sebastian was rushed in the other room where Adam snapped a few pics from him. He looked dead, almost purple, but he was OK... as OK as you can be after such a trauma. 3 weeks overdue and
WAY smaller than the doctor told us! He was like 3250 grams, and that’s like an average baby. One of the nurses actually told us that a baby this size could have easily been delivered in the
slower natural way. But the doctor did not make that call. Sebastian was brought upstairs to where the incubators with little babies were. His blood sugar level was also not OK, so he was not
allowed to leave the hospital anyways.

I don’t really think that Dr. Jacobs is fit to deliver babies! I was OK however, and I was brought to a room. My mom and Adam went home for a little bit of sleep. I wasn’t going to sleep long, just
an hour or 2-3 because they wake you up in the marning to have breakfast. Sebastian was required to stay in the hospital for 48 hours. T wasn't, but was allowed to stay there to be with the bhaby.
Adam visited alone on Thursday because mom was sick, and they both came on Friday to visit the baby. On Saturday we finally got home and we had Sebastian all for ourselves. Looking back on
the whole birth, my delivery ended up being a pretty big disappointment for the three of us, and Adam and I were both so unhappy with the way we were treated at the hospital and how our
wishes were pretty much ignored. Today, as we relived my delivery with my dad, he at one point sort of chuckled and said "This all seems unreal to me... I'm waiting for you two to tell me you're
joking."




Method

* 153 social media users

« Material
« Customer social media message
* Problematic childbirth
» Laura Klein accuses Dr Jacobs

« Manipulation
« Employee response
« Narrative apology
« Narrative denial
« Analytical apology
« Analytical denial
« No response control



Employee response

Narrative apology Analytical apology
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Measures

* Integrity perception
4 Likert-items
« Sound principles seem to guide Dr Jacobs’ behaviour

* Intention to switch
* 6 Likert-items
« If I or my partner had to see an obstetrician, | would rather go to
another doctor than to Dr Jacobs

(Mayer & Davis, 1999)



Procedure

Social media message
Phase 1

Employee response

Phase 2

Integrity perception
s * Intention to switch




Integrity perception

Results

Narrative Analytical No response

®m Apology
= Denial



Intention to switch

Results

Narrative

AWA

4.67

Analytical

No response

= Apology
= Denial



Takeaways

. What responses 1. Narrative apologies
restore integrity? (and analytical denials)

. Who should issue the

narrative apology?



Integrity restoration

Narrative apology Narrative apology

Involved sales rep Company spokesperson



Method

* O5 social media users

« Material
 Announcement
 Dishonest behaviour
« Sales representative accused of shady dealings

« Manipulation
« Employee response
« Narrative apology by involved sales representative
« Narrative apology by company spokesperson



Employee

Narrative apology
by involved sales rep

Dear . Senders

T'ient o apolagze for the experince you ar rfering t. L am no hapoy it the way | trated you, nder any creumstznce and | certanly undertand why you ren' ither Please
allow me o present my sidz ofte story sothat I can hopefully ke you uncerstand. Given the scale &nd scop of the dlsic and vintaga car mrket n his county, inthis very region,
fhere s 2 ot of competton s there are many promefion wars', Vet my top riorky s customer saiaction, Tis s what 1 have o offr as 2 competifve edge, especily because
competffon nthe vintage car merket i cuthroat these das,

So, when e e a5t Saturday, you made a coupl of st drives and then you found e car you were wiling o by, However, you offered a price ower than [ was wiling and able o se
for. Now, when I herd your price, he firs hing I hought was. " Thi price competion inour mdLstr. i iling me. How can [ sy my customers, when the rie s never ight?"So
When you were seated n the room and [ disappeared for 2 cougle of minutes, [ was wrg t0 comince the manager why you weren'twiing o py that much for the car, e said to me
uuvauld gt tfor e more then what you vere offering, but we bath know tha 5 easy o ge gz deals pracicaly around heca mer nthis ndustry. I Per of 2 e

-CUTD \"em“a\wteewdau 50/ feel e only way T cen improve mysef e & seles representatve s istening ccrefJ\"t"‘-cu my cstomer, 0 tt [ can think of weys o 20
Value. [ was hoping that you would make this igher o, when [incluced the extended waranty, Tt totaly relevant when you buy a 27-year-0ld model Hard any modes e
catalogued and prics in s ndustry are nok sk st 5o you sl could get en excelentdezl As T showed you when | i he b on my i notedaok based on prices Fom my
compefon,the firal deal | coul ofer v ofgreat value, But la, you threi up your hands in frusiraion, Meanwhie, you stuck around, S yes, I thoughtyou were willn to entertan
ather ofers. I you had walked, T would have known you were et st on W, I thought you vere haping to get i 0 Bt .

T understand that you found my offr nsatiactry. Al T ask from you st not condemn me fortis one surely fusrating &xp
further o lleiate tis s

erience. Please contact me direety to discuss what [ can do

Best regards,

RIS STEVENS, SALES REPRESENTATIVE REW CLASSIC CAR

response

Narrative apology
by company spokesperson

Dear M. Sonders,

e want to apologizefr the experience you are referencing, We are not hapmy it the way you were trated, Under any crcumstance and it s cerianly clear way you arent efher,
Please llow us o present our s ofthe sory for your nformation. Give the scal and scope of th classic and vintage car merket i tis county, inthis vy region there s a ot of
compgtiion, o tere are many ‘romation wars', Yet, the company's up prorty iscustomer sasfacion, This is what we have to offr as our compettve edge, espeialy because
competiton nthe vintage car market is cuttoat tese dajs,

0, When you came to RGN Clssic Cas 25t Seturday, you made 2 coupl of st dives &nd the you found the car you were willing o buy. However, you offered 2 price o then we
veem\ngcrc b to sel for, Now, when you ol the sales representatve your price, the fstthing he thought was: "This pric e comptton herins ry Mﬂlm Us. How can e,
RAIN Clssic Cars, satsfy our customers, When the pric s never right?” S, when you were seated n the room and the seles represeniatve dsappeared for & couple of minutes, he v
irying to convince the manager why you weren' willng ¢ py that much fr the car, The manager old him that you could ge t for & e o than what you were offerng, ut we buth
know thet it easy o get reat deals practical around the comer in this indusry. One hers of  new competitve mov almast every day, so we feel the only way we can improve
ourselves as an organizaton st focus on added value, We were expecting et you would make his higher ofer, when W ncuded .hee.xterced.cran.y.Thts intally relevant when
you buy 2 27-vear-ld model Harcly any models 2 cataogued and prices in o industry 2 notset i st 5o you st could get an evcellent cesl. Asthe salesrepresentafve showed
YJou when e dict errbermhs|tte1aebookb=secmpr|te= from our competiion, e final deal we couldoffer was of reat value, However, you threw up your hands n
frusrafion, Meane, you stuck around. So yes, we thought you were wiling to entertan other ofers, I you had waked, we would have known you were not nterested. Now, we
hought you were ater an even bettr deal.

To us s cear that you found the offer unsatisfactory, However, do not condemn the enire organization fo ' one lbet frustrating experience, Please contact us crectly to discuss
What e can do furtner about tis st

Best regarcs

CHRIS STEVENS, SPORESPERSOH REW CLASSIC CARS




Measures

* Integrity perception
e 4 Likert-items
| like Adam Klein’s values

« Narrative transportation
« 12 Likert-items
* | could easily picture myself in the scene of the events described in
the social media message

(Mayer & Davis, 1999; Green & Brock, 2000)



Procedure

Announcement
Phase 1

Employee response

Phase 2

Narrative transportation
v * Integrity perception




Integrity perception

L]

Results

® Involved sales
representative

= Company
spokesperson



Takeaways

1. What responses 1. Narrative apologies
restore integrity? (and analytical denials)

2. Who should issue the 2. The involved employee
narrative apology?

3. How do narrative
apologies restore
Integrity?



Narrative transportation
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(van Laer, et al., 2014)



Results

Narrative
transportation

Narrative apology a Integrity perception



Takeaways

1. What responses

2.

restore integrity?

Who should issue the
narrative apology?

How do narrative
apologies restore
Integrity?

2.

3.

Narrative apologies
(and analytical denials)

The involved employee

Narrative transportation
mediates



In sum, In stories we trust

Narrative apology Integrity restoration

Narrative
transportation

Involved sales rep



Thank you

Dr Tom van Laer

Email: tvanlaer@city.ac.uk
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