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Abstract

When customers feel satisfied or dissatisfied afier a transaction, what will they
do? It is an important question for firms and researchers. Precious wisdoms have dis-
cussed the relationship between customer satisfaction and loyalty in product and serv-
ice contexts. But few focused on those dissatisfied customers. Therefore, this disser-
tation paper tries to find the links between consumer dissatisfaction and switching in-
tention in service industries.

The research develops an integrated model and examines the roles that consumer
dissatisfaction, perceived value and trust play in determining customers’ switching
intentions in service failure conditions. The research questions are that when service
failure occurs, how dissatisfied consumers will form their switching intentions and
how service recovery will influence their switching intentions. Another two important
things are if service recovery paradox exists and how it works.

Two quasi — experiments were conducted in restaurant and banking contexts.
The data were analyzed using structure equation model (SEM) and ANOVA. The re-
sults support several hypotheses and show that dissatisfied customers in different serv-
ice industries will make different choices.

Results show that before service recovery, customers almost have the same psy-
chological process in the two contexts when they face service failure. Trust and dis-
satisfaction are the two key factors influenced their switching intentions. However,
the key factors change after service recovery. In banking service, trust still deter-
mines customers’ switching intention. But in restaurant service, perceived service
recovery performance plays the role. And service recovery paradox exists in banking
service but not in restaurant service. The findings will offer implications for both mar-

keting theory and practice.



Key Words: Service Failure, Service Recovery, Consumer Dissatisfaction, Con-

sumer Trust, and Consumer Switching Intention
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