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	Quotations
	Open coding                                   (Broad themes)
	Axial coding            (Concepts)
	Selective coding
1. Antecedents of the retailer's role in case of a brand scandal
2. Types of retailer’s intervention

	It did affect some amount of my total sales. As it was the most saleable product, daily. My monthly margin fell. The competitors could not fill the gap of sales lost.
	Sales for Maggi grew slowly and gradually through consumer's word of mouth.
	Product's sales
	Antecedents of retailer’s role in case of a       brand scandal

	In my view, there was some harmful ingredient that was in excess quantity in it. I cannot recall the ingredient.
	Information about the brand scandal
	Awareness about the brand scandal
	Antecedents of retailer’s role in case of a       brand scandal

	Yes, they do. Celebrities do add trust and faith for a product in the consumer's mind. Although even adults know that celebrities are just paid for advertising, it helps them recall a product, and they associate it with their favorite actors. Mostly, children are the ones that get manipulated and get attracted to the advertisement.
	Self-identification and relatedness with celebrities
	Role of celebrity
	Antecedents of retailer’s role in case of a       brand scandal

	The government should take care of all the products. For instance, they have banned single-use plastic in India. The government should ban the production of harmful products from the company's end. There is no point to harm or charge challans from retailers. The government should stop the company from selling it.
	Government has a role to play
	Role of regularity authorities 
	Antecedents of retailer’s role in case of a       brand scandal

	Yes, they came. The Company took the leftover stock with them. Moreover, when customers demanded, we refused to sell them because wholesalers informed us to pack the leftover stock and not sell it. The distributors of the company called and instructed that we have to return the stock. They even told that they had improved the product, and soon Maggi will be re-launched.
	Corporate or wholesaler did inform retailers on how to tackle consumers during a scandal
	Efforts of scandalized brand--Inform retailers to tackle consumers during a scandal
	Antecedents of retailer’s role in case of a       brand scandal

	It is a natural human tendency that one mistake may be forgiven, but another creates doubt in people's minds.
	A secondary scandal takes place - same brand
	Consumer behavior in case of the subsequent scandal of the same brand
	Antecedents of retailer’s role in case of a       brand scandal

	Consumers have asked questions like, when will it be available, when will Maggi return? Consumers were only concerned about when will Maggi return as they were eager to buy and eat it.
	Consumers only enquired about product availability/re-launch
	Inquiry vs. self-awareness about the product as well as the brand scandal
	Antecedents of retailer’s role in case of a       brand scandal

	I did not provide any information about what went wrong with Maggi. Everything is written on the packet, you read yourself and decide to consume or not.”
	Retailers take a backseat
	Nonchalant behavior 
	Types of retailer’s intervention

	For a new product, we often inform consumers that we are being offered with such a scheme by the company for the product. You should also avail the benefit of the scheme and buy it.
	Retailer’s share beneficial information with consumers
	Information Provider
	Types of retailer’s intervention



APPENDIX II: THE ROLE OF RETAILERS DURING BRAND SCANDALS: 
INSIGHT FROM A CASE STUDY
Interview Protocol
Interviews are of many kinds: structured, unstructured, group, face to face or conducted over the telephone. Grounded theory involves adoption of more realistic semi-structured, open ended and in-depth conversational interviews. It holds the potential to gather rich and detailed insights about an individual’s experience (Goulding, 2002). Thus, following the guidelines of Goulding (2002), we designed our interview protocol as mentioned below. 
Introduction/Opening (develop rapport with participant)
· Thank the respondent for meeting/participating.
· Introductions of researcher and participant(s).
· Provide a brief description of the purpose of the study and the need to interview them.
· Assurance of confidentiality.

Discussion of process (describe the process of the study and what will be done with data)
· Confirm about their availability and convenient time for the interview.
· Obtain informed consent to conduct and record interview in either audio or video format.
· Briefly describe data collection and analyses.
· Describe data storage and destruction and that all data will be kept confidential.
· Emphasize the respondent’s right to end interview at any time.
· Summary report as an incentive to them.
· Emphasize the following with the participant: they are the expert, interested in their ideas, perceptions, and opinions, no right or wrong answers, interested in their experiences during and post a brand scandal.
· Turn on recorder and obtain verbal consent to conduct and record interview.

Initial Information (obtain demographic/contextual data on respondent for later comparisons)
· For retailers:
· Name of the respondent
· Residential and store location
· Education qualification and work history
· Background/history of their business (years in business, products, distribution channels)
· Annual income (approximate)
· Age range
· Gender:
· Company Size
· Store type:
· Consumer consumption information (What type, how often, and purchase pattern)
· History about their relationship with the suppliers and consumers.
· How do they view the brand and its products, themselves in the supply chain. 

Study Questions (obtain information for research questions)
· Uncover views on their knowledge about different brand scandals, innovative ways in which suppliers, retailers and consumers are engaging with one another, innovation in products and services offered, relationship building efforts.
· Get at specific, lived experiences with any of the product quality related issues, preferably recent experiences.  Focus the conversation on the nature of the experience and the members (brand, retailer and consumer) involved in the distribution process.    
· Through general questions, try to discover.
· Participant’s role in solving the problem.
· The way s/he goes about solving those problems; who they interact with, when, and how.
· The way the participant feels about the brands and their own efforts.
· The organization level issues at stake for the specific experience.
· The resources needed to solve the problem.
· Reasons for a specific type of behavior of brand, retailer, or consumer.

Prompts (as necessary to get more details)
· Use non-verbal active listening cues.
· Use statements such as 
· Tell me more about it.
· Can you explain that in more detail?
· Can you give me examples?
· What did that mean to you?
· Please go on.

Examples of specific questions for retailer:
· What do you know about this brand scandal?
· How did you get aware about it?
· What was your first reaction after knowing?
· Would you continue to sell it? why?
· How did you feel about offering a harmful product to your beloved consumers?

Examples of specific questions for retailers about consumers?  
· Talk to me about how your relationship with your consumers helps you to make your business more successful.
· What did consumers ask you about the brand and the brand scandal?
· According to you, how have consumer perceptions about the brand changed pre and post-scandal?
· How would consumers behave if the brand gets highlighted in news again?
· Please elaborate on their preference for the product category.

Examples of specific questions for retailers about the supplier’s actions: 
· Did suppliers discuss about scandal with you? How often? 
· How well did the brand managed the scandal as per your opinion?
· Did anyone from the brand’s side came to you and provide clarity about the scandal or its relaunch?
· How should brands react to such situation as per your opinion?
· Do you have anything to share about the role of competitor brands?

Examples of specific questions for retailers about their actions:
· How did you manage the leftover stock?
· How do you manage to defend selling the scandalized brand?
· Do you think your opinion matters to consumers? How?
· Do you provide any help or suggestion to each and every consumer at your store? Please share some instances.
· How important do you think you are as a retailer to influence consumer purchase decisions?

Wrap-up (do not turn off recorder until participant is completely finished providing information)
· Thank them for sharing their insights and for their time.
· Ask once more if they have anything else they wish to share.
· Provide reinforcement that they contributed to the research.
· Inquire if they can be contacted for follow-up information.
· Provide information for follow-up with results, if desired.
· Provide contact information if they have additional thoughts or questions.

