WEB Appendix
Scenarios for Study 1
Emotional display: positive/no emotion/negative

Form of compensation: dollar amount/percentage

Imagine that you would like to have lunch at a restaurant. You are seated, but the waiter takes a couple of minutes to appear. He comes to your table and asks what you would like to have for lunch.

Your soup arrives after more than half an hour of waiting. It tastes very good, so you’re excited about the main course. After you finish your soup, you have to wait another 30 minutes until you get the main course. You like it very much as well. At the end of your lunch, when you finally get the bill (EUR 10), and the waiter asks you if you’re satisfied, you tell them the truth: you found it annoying that it had taken 2 hours to have lunch.

The waiter sincerely apologizes and seems to be truly sorry for what happened. They say that they can give you a discount (positive displayed emotion). / The waiter says that you can get a discount if you’d like to (no emotion)./ The waiter doesn’t even apologize and seems to take your complaint as a personal affront. They are not at all friendly but say that you can get a discount if you’d like to (negative displayed emotion). 

(The discount is offered in dollar amount rather than as a percentage.) 

Scenarios for Study 2
Direction: people/things

Tangibility: tangible/intangible

Failure: process/outcome

Hairdresser (directed at people, tangible)

You decided to have your hair cut a few days ago, so you scheduled an appointment with the hairdresser for today. As you enter the salon, the receptionist kindly welcomes you and asks you to have a seat/wait. After a few seconds/30 minutes, the hairdresser shows up, walks you into a room, and kindly asks you to have a seat in front of the mirror. You describe to him how you would like your hair done, and he starts working on it. 

· He seems to be a professional, and he pays attention to details, but during the finishing touches, you realize that your hair is much shorter in one spot than it is supposed to be. You become upset and you tell him that you are not satisfied with the service, you can’t be seen like this. He apologizes and tells you that he has personal problems, which may be the reason why he is scattered today. (outcome failure)
· Just after a few minutes, his phone starts ringing, he picks up, and you must wait another 10 minutes till he hangs up. You’re getting impatient, but you try to hide your feelings. When he finally finishes working on your hair, you determine that he did a great job, but you still feel angry. You decide to speak up, so you tell him that you are not satisfied with the service, because they wasted about 40 minutes of your time. He apologizes and tells you that his last client is going to a wedding, and unfortunately, it took more time to finish her hair than expected. He also tells you that she was the one who called, because there was a problem with the flower pinned into her hair, so he tried to assist her on the phone. (process failure)
Education (directed at people, intangible)

You decided to participate in a one-day mathematics course because you need some help to get ready for your exam. As you enter the building, the receptionist kindly welcomes you and 

· tells you which classroom is yours. You go into the classroom and have a seat. The instructor arrives in time, and the course starts. During the course, the instructor makes a lot of mistakes, and you don’t understand how he explains things. You start getting anxious because you feel that he hasn’t prepared for the course properly. At the end of the day, you go to the instructor and tell him that you are not satisfied with the service, which is not what you paid for. He apologizes and tells you that the instructor, who was supposed to hold this class, got sick, and he was asked to be the substitute teacher in the very last moment. This is the reason why he couldn’t prepare for the class and made so many mistakes. (outcome failure)
· asks you to wait. In the first few minutes, you wait patiently, but after 20 minutes, you start getting anxious. The receptionist apologizes and tells you that you’ll have to wait a little more. Finally, after another 10 minutes, you can go into the classroom and have a seat. You feel a bit angry because the instructor is still not there. After another 10 minutes, he arrives, apologizes for being late, and the course starts. You find it extremely useful, you learn a bunch of important things, but at the end of the day, you still feel an urge to make a complaint. You go to the instructor and tell him that you are not satisfied with the service, because they wasted about 40 minutes of your time. He apologizes and tells you that he got stuck in the traffic jam, which is why he couldn’t arrive on time. (process failure)
Dry cleaning (directed at things, tangible), outcome failure

You’re on your way to the dry cleaner’s because you left some of your special clothes there for cleaning a couple of days ago. As you enter the building, the shop assistant kindly welcomes you and asks you for your receipt. 

· Your clothes are already packed, so she hands them to you immediately. As you look at your clothes, you notice that there are yellow stains on one of them. You’re getting very upset, but you try to hide your feelings. You ask the assistant to check your clothes together. She is very helpful, and she immediately acknowledges that there is a stain indeed. You tell her that you are not satisfied with the service, which is not what you paid for. She apologizes and tells you that one of their machines went wrong during cleaning some clothes yesterday, which must have caused this problem. (outcome failure)
· and tells you that you must wait a bit. After 20 minutes of waiting, you’re getting impatient and ask the assistant how long it takes to get your clothes. The lady tells you that it’s not up to her, but she’s sure that her colleagues are doing their best. She apologizes and asks for your patience. Finally, after another 20 minutes, she tells you that you can collect your clothes. You got to the till angry and told her that you are not satisfied with the service, because they wasted about 40 minutes of your time. She apologizes and tells you that one of her colleagues got sick and went home, but they haven’t substituted him yet, which causes inconvenience. (process failure)
Accounting (directed at things, intangible)

Imagine that you’re the owner of Winner Ltd. You’re on your way to your accountant’s office, because you promised your partners that you would send them some papers today after your accountant finishes working on them. As you enter the building, the receptionist kindly welcomes you and walks you into his office. 

· When you get the papers, you notice that your name has been written incorrectly on them. You’re getting angry because you know that correcting these papers will take a lot of time, and you won’t be able to send them to your partners today. You tell the accountant that you are not satisfied with the service, which is not what you pay him for. He apologizes and tells you that one of her colleagues got sick, but they haven’t substituted him yet, so he has a hard time dealing with everything alone. This must be the reason why he made this mistake. (outcome failure)
· and tells you that you must wait a bit. After 20 minutes of waiting, you’re getting impatient and ask the receptionist how long it takes the accountant to collect those papers. The lady tells you that she’s sorry, but you still have to wait a few minutes. She apologizes and asks for your patience. Finally, after another 20 minutes, the accountant shows up and walks you into his office. You get the papers and check if everything is okay. The accountant did a great job; they’re ready to send, but you still feel an urge to make a complaint, so you tell the accountant that you are not satisfied with the service because they wasted about 40 minutes of your time. He apologizes and tells you that one of her colleagues got sick, but they haven’t substituted him yet, so he has a hard time dealing with everything alone. (process failure)
Scenarios for Study 3
Severity: low/medium/high

Locus: driver’s fault/external

Imagine that you are going on holiday and flying out today. You order a taxi that arrives on time, and you leave for the airport.

Based on GPS information, the taxi driver chooses a route that always has a traffic jam. 
· You notice that the driver either isn’t interested in finding or doesn’t know how to find a faster way. The traffic is bad on that particular road (driver’s fault). 
· When the driver notices how bad the situation is, (s)he tries to find a faster route. The driver realizes that this one is slow as well, so he tries to find a shortcut, but the car ends up in a traffic jam anyway. You notice that the driver tries their best to get you to the airport as soon as possible, but because of a public event, the traffic is so slow everywhere (external fault), 
Finally, you get to the airport a lot later than you had planned. 

· Fortunately, you left your house early, giving you enough time to check in and board the plane. However, you feel a bit disappointed because you had to start your holiday with some anxiety (low severity).
· Although you left your house on time, you realize that due to traffic congestion, you will miss your flight. Luckily, you can request to be booked on another flight on the same day without any additional charges, so it’s just a matter of losing some time. The next flight is approximately 4 hours later (medium severity).
· Despite leaving your house on time, you find that the traffic congestion will cause you to miss your flight. Unfortunately, because you have an economy ticket, you can’t change your flight without paying a fee, so the delay results in both time and financial costs (high severity).
After you arrive at the airport, you tell the driver that it was completely unnecessary to order a taxi and that you could have gotten here earlier using public transport. The taxi driver apologizes and acknowledges that it took a lot more time to get here than it should have. Also, to compensate you for the inconvenience, they offer a reduced price for the service.

Scenarios for Study 4
Emotion: negative/positive

Severity: low/high

One night, you decide to go out for dinner. You make a reservation in advance in a quiet part of the restaurant, so you arrive at the restaurant at the appointed time, hoping for a pleasant evening. The waiter is not very friendly / very nice and tells you that your table is not ready yet, but you will be seated in 30 minutes / 10 minutes.

· When you are finally shown to your table, you find yourself seated in the busiest and noisiest part of the restaurant. The waiter “disappears,” leaving you searching in vain to place your order. After a long wait, he finally returns to take your order, but he is not particularly polite and seems indifferent to your requests. Once he's taken your order, he leaves again for an extended period. Nearby, a large table is being served, and their loudness makes it difficult to understand anything over the noise. The combination of the din, uncomfortable seating, and long wait nearly makes your evening unbearable. (high severity)
· After another 10-minute wait, the waiter takes your order. The waiter again takes a long time to arrive with the soup. Although you have a good time chatting, overall, the dinner takes much longer than planned. (low severity)
When the waiter brings you the bill, you tell him that you found the wait to get your food very long and that you felt pretty bad overall because of the long wait (and the noise).

-   Not only does the waiter not apologise, but it is clear that he takes it particularly badly that his work is being criticised. He offers, not very kindly, but in compensation for the inconvenience caused, the restaurant will waive a percentage of the bill. (negative emotion)
-   The waiter sincerely regrets the incident and apologises, showing that he is genuinely upset. As compensation, he offers to waive a percentage of the total bill. (positive emotion)
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