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The empowerment of the social media for the consumer and its impact
on his behavioral intentions towards the complaint: an applied study
on mobile phone companies in Egypt
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Abstract:

This research aims to provide a vision showing the effect of empowerment of the
social networking sites for the consumer, on his behavioral intentions towards the
complaint by applying it to the mobile phone companies in Egypt. In addition to
examine the extent of the differences among these companies regarding both: the level
of empowerment provided to their customers through their official pages on social
media websites and their customers' behavioral intentions to complain.

The data collection for this study relied on an electronically distributed survey. The
study revealed its results by performing statistical analysis of sample data from 350
users of social networking sites. The results showed , there are no significant differences
among the mobile phone companies in terms of consumer empowerment , Meanwhile,
there are significant differences among these companies in terms of their customers'
behavioral intentions towards complaint . The study also showed the positive effect of
empowering the social networking sites for the consumers on their behavioral intentions
towards complaint in general. Besides, the varying effect of the dimensions of consumer
empowerment on the intention for complaint through the Redress-seeking complaint
behaviors, friendly complaint, switching and the negative spoken word.
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