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Abstract

The Effect of Attributions to Switching Barrier on Negative Emotions

and Complain Behaviors'

Jeong, Yun-Hee'

This study focus on the effect of switching barrier on negative performance. To suggest the
negative effect of switching barrier, we reviewed the researches on service—failure and attribution
theory. The model which we present in the research study includes the antecedents and
consequences of negative emotions(regret, resentment) that caused by switching barriers. The
former factors consist of internal attribution and external attribution. The latter factors consist of
acceptance, complain, negative word-of-mouth. Survey research is employed to test these
hypotheses. Previous researches, such as service marketing, psychology, have been referenced to
measure constructs. We collected data involving various service area, and used 189 respondents to
analyze these data with LISREL structural modeling. The hypothesized relationships were
statistically significant. Internal attribution had positive effect on regret and external attribution had
positive effects on resentment. And then regret had significant effects on acceptance and complain
behaviour. Also resentment strongly effects on complain behaviour and negative word—of—mouth.
We concluded with managerial implications, including the potential to deeper understanding
switching barrier.

Key Words: Switching barrier, Attribution theory, Regret, Resentment, Complain behaviour
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