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ABSTRACT

Nowadays, education attracts increasing attention from individuals and
governments, because it can smart people and bring economic benefits. And
as a type of services, education’s customers are students. The students’
behavioural responses of negative emotions which caused by failure services
are significant for service providers. But there is no such study in Malaysia.
Then the aim of this study is to analyse the impact of negative emotions on
negative word of mouth in a Malaysian university. The main theory about the
similar study is emotion appraisal theories. And anger, regret and
disappointment are consumers frequently experienced these three negative
emotions among all the emotions after a failed service (Bougie et al., 2003,
Bonifield& Cole, 2007; Cronin, Brocato, Baker, Bourdeau, & Voorhees, 2009).
Then they are selected to be analysed the influence to negative word of
mouth behaviour in a Malaysian university.- And further %:;research can be
executed based on this research framework toschools and other teaching

institutions.

About method, quantitative research approach was adopted in this study and
250 questionnaires were distributed to students in INTI International

University. Afterward, SPSS software was used to analyse data. »//

INT! International University (2013)
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CHAPTER 1 INTRODUCTION

1.0 Introduction

This research aims to identify influence of students’ negative emotions on
negative word of mouth‘(WOM) in a Malaysian university. Firstly, the problem
statement is in Section 1.1. From Section 1.2 to 1.7 are research questions and
objectives, significance, limitations and scope of study. The outline of this

research is showed in the last Section 1.8.

14 Background

The importance of education has attracted people a lot of attention. It helps
people become rich in knowledge and good thinkers and makes right decisions.
And this is not only importance for individual, but also for a country. Due to
education can also be an industry for country to gain ecdonomic return. Then
governments always pay a lot of attention on education. in Malaysia, the
government has a vision about educétion: to secure its position of a global
education center by creating a higher education environment to develop
academic and institutional excellence. While, in aé;ademic aspect, there is an
increasing attentions on the issue of satisfaction in education. Because,
education in nowadays is treated as a type of services. Students are considered
as customers of INTI management. Then students’ satisfaction should be paid
attention by INTI management. While, service failure is a reason to cause
negative emotions. And the emotional behavioural responses are significant for
service providers. Therefore, it is vital to find out the relationship between
negative emotions and behavioural responses in education industry, such as

university.

INTI International University (2012}




1.2 Problem Statement

S S ST S

o
This study v{llﬂ,éxamine influences of negative emotions of students on negative
WOM in a university. Specifically, the main objective of this paper is to explore

the influence of students” anger on negative WOM, the influence of

disappointment on negative WOM, and the influence of regret on negative

WOMiIn service failure situation in a university. The examination is undertaken in

the context of Malaysia.

Education attracts a jot of attention in the whole world. Due to education can

help people to make right decisions and become right thinkers. Then increasing

number of people and national governments recognize the importance of

education. In recent years, the issue of satisfaction in education is

gettingincreasing attention. Studies by Gruber (2012) and Zhu (2012), pointed

on the importance of satisfaction in education. Due to education is increasingly

being seen as a type of service. In other words, students are customers who
receive services from INTI management. Therefore, customer satisfaction is vital
for theseINTI management. Meanwhile, it is widely accepted that the existence

of a service problem is one of the main reasons to cause consumer’s

dissatisfaction (Coulter &Ligas, 2000; Roos, 1999). And many researches have
shown that negative effects can caused by service failures, however, the
influence of emotions on behavioural responses has been little researched

before (Mattila& Ro, 2008). |

In Malaysia, only Omar and Mohd (2010), Othman et al. (2011), Yuhanis and

Zaiton (2012) and Yiing et al. (2012) had examined the influence of negative
emotions on behavioural responses. The main theory about the similar study is

emotion appraisal theories.Appraisal theories of emotion state that emotions are

INT} International University (2012)




'.':"generated by evaluations of situation or events. However, these kinds of

researches are focused on labour and working behavioural responses. There

EaR R

are no related studies which survey the influence of negative emotions on

negative Wdﬂ/fﬁgﬁa'viour. Based on this gap, this paper is focused on analysis
the relationship between negative emotions, anger, regret and disappointment,
and negative WOM which are mentioned in the following hypothesizes in this

study.

Solving this problem is significant to education sector. Due to education
sectorcan know that the degree of negative emotions in dissatisfied students’
fnind. This is important a part for educator to know its students. Due to these are
limited chances for education sector to get such information of students’

negative emotions. Secondly, education sector can realize that under different
o emotions students’ negative world of month behaviour. This can help education
sector to understand students’ behaviour and take suitable measures to prevent

5

. negative WOM and protect reputation.

This research is focused on the effécts of negative emotions on negative WOM

in a Malaysian university. Future research can be executed based on this

research framework to schools and other teaching institutions.
1.3 Research Questions

In this paper, the following are research questions:
1. What is the relationship between anger and negative WOM?
2. What is the feiationship between regret and negative WOM?

3. What is the relationship between disappointment and negative WOM?

INTI International University (2012)




1 ;4 Research Objectives

Based on the research questions, here are the research objectives which

T

- include general objective and specific objectives.

General objective:

% To identify what is the impact of students’ anger, regret and disappointment

§ onnegative WOM after they experience dissatisfactoryservice in a Malaysian
%

university.

i :Specific objectives:

| 1. Tofind out the relationship between anger and negative WOM.

. 2. Tofind out the relationship between regret and negative WOM.

" 3. Tofind out the relationship between disappointment and negative WOM.

. . 1.5 Significance of the Study

1.5.1 Significant to Academia

There are limited researches in the influence of negative emotions on negative
WOM in Malaysian university. For the other researchers, this study can help
them to consider more about the effects of negative emotions to negative YWWOM
in education services. Future research can be executed based on this research

framework to add more negative emotions, such as blame and sadness..

INT!I International University (2012)




S -_.;’1*.5;';'2 Significant to Government

For the government of Malaysia, the findings will help itto know students better.
. The government has high expectation in development of education. Negative
.WOM will damage reputation and affect this development. According to the
information about students'negative emotions, it can know about the situations
of educational services provide by education sector. Meanwhile, the results can
provide government a chance to know university students' actions better in
negative WOM and take suitable measures to enable education industry to

~ develop better.
153 Significant to Industry

- The results from this study are significant to education sector. The results can
help education sector to know students’ emotions and their actions on negative
WOM. Based on the result, education sector can develop its services and
marketing strategy. Indeed it can help education sector bl}ild good relationship
__ with students and maintain good reputgtion. What's more, this study can help
3:_.:'3':... other customer service industries fo consider more about the relationship

* between emotion and negétive WOM and adopt suitable marketing strategy.

1.6 Limitations of the Study

1.6.1 Respondents Focus

The research surveys switching intention which is one of students’ behavioural
responses under different negative emotions which are raised by dissatisfaction
of services failure. The key informants of this research are students, who study

in the university. They may have little negative emotions to university which will

INT! International University (2012)




':g'b:ring inadequate data to analyse. Therefore, the respondents focus has

~ Jimitation.
~ 1.6.2Reminiscent Experience Method

There are many studies have used the recall method approach to analyse
emotions and service failure (Zeelenberg&Pieters, 1999, 2004; Bougie et al.,
2003). Students of university will be asked to review their unhappy experience
caused by failed service of university. However, to some degree, the emotion will
be affected by the time. In other words, when the failed service happened in
recently, the negative emotion was stronger than it in the one year ago.
__-:;I:herefore, the retrospective experience method has this limitation which will

" affect the results.
1.7 Scope of the Study
" :1.7.1 Geographic Focus

- This study is focused on a universityiin-NiEai,Ma[aysira.This is because Nilai is a
‘town which is growing rapidly. What.’s more, two of famous universities and two
What's more, two of famous universities and two colleges are located at Nilai,
which are INTI Intemnational University, Islamic University College of Malaysia,

Nilai University College and UniversitiSains Islam Malaysia. And this situation

leads to students from different countries coming to Nilai. That is to say, Nilaiis a

Tt

suitable place to do the survey.
1.7.2 Sample Focus

The sample of this study is the university students who experienced failed

services provided by university and had dissatisfied feelings. Because the

INTI International University (2012)




objective of this research is to find out the influence of negative emotions of

o ::Stljdents on complain behaviour. Thus, these university students play significant

role in this study.
~ 4.7.3 Unit of Analysis

- Students of INTI international university were chosen as unit of analysis. Due to

it is one of the most trusted and respected names in the education industry. Its
 students come from different countries and cultures. It is good for searching the

"_E:Qmprehensive effects.
:-_:;E'.7.4 Research Method

_I__n_this paper, quantitative research approach will be used. Quantitative research
ES a systematic empirical investigation through statistical, mathematical or
computational techniques to analyse social phenomena :(Roberts, i/arki and
;:_Brodie, 2003). Quantitative research aims to use, theories and hypotheses
.ingdathematical models to look at cause and effect, and to make predictions. And
this objective is suitable for this paper. The basiclinkage between mathematical
éxpression of quantitative relationships and empirical observation is provided by

 measurement’s process which is exceeding virtual to quantitative research.

And questionnaire will be distributed to university students. Because the survey

will be conducted in INTI international university, the paper guestionnaire can be

distributed in the campus. The collecting data from the survey will be analysed

by using the Statistical Package for the SocialSciences (SPSS) V. 20 software.

INT! International University (2012)
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8 Outline of the Research

Five chapters are included in this research. In Chapter 1, it includes the
L background of research, research problems and research objectives. Meanwhile,
__'.Eii'rhitations, scope of study and contributions of this research are explained in

s '.'Chapter 1,

Chapter 2 shows the literature review for this research. Based on a lot of journals
i _and articles related to the topic of research, this chapter is divided into 5 parts.
. Part one talks about an overview of higher education in Malaysia. The nature of
fé&ucation which is a type of service is showed in part two. Part throe and part
"fo.ur are talk about customer dissatisfaction and customer behaviour responses.
The last part shows the emotions including anger, regret and disappointment.
After a summary of parent theories review, there is the hypotheses

~ development,

In Chapter 3, the methodology of this research is conducted. The research
design, research approach, measurihg instrument and validity and reliability
- tests are showed in this ohapter. And the study population, unit of analysis,
sample selection and sampling technique are explained following. Moreover, the
strategy of how to collect data and the methods to analyse data are showed in

this chapter. The questionnaire design is outlined at the end of the chapter.

In Chapter 4, after analysing the data, the findings are showed in this chapter.
And the findings of this research are discussed. The results of this research
were showed in tables to present data in an organized way. After explaining the
research response rate, a series of analyses are introduced: demographic

analysis, additional information analysis, reliability test, factor analysis and

INTI International University {2012)




ormallty and multicollinearity tests. Furthermore, multiple regression analysis is

R uééd to test the hypotheses.

| _'C_hapter 5 shows the conclusion for this research. And recommendations for
both INTI management and future research are showed in this chapter. And

B personal reflection is explained at the end of the chapter.

INTI International University (2012)
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APTER2 LITERATURE REVIEW
Introduction

rt;ng from 1845s, the importance of education has attracted people’s
térifibn Based on the definition of education from Rodica (2009), he
.-jmeﬁtioned th t:(hp definition of education is based on humans, nature and
bjects these Hree basic sources. The nature provides education which is a
'krﬁd;;__of natural development of people’s abilties and organs. When these
biEi.ttiég_are using in daily life, other humans transmit the edqcation to us.The
catlon is also provided objects which are the tools and things surrounding us

ain .p'ersonal experience. For the time being, increasing number of people
nd ‘national governments recognize the importance of education. Because

cation can help people to make right decisions and become right thinkers.

The society we live in is changed more frequently. People need knowledge to

_enrich them and use it to solve different challenges and live better in the society.

In Malaysia, education is also paid a.lot attention by government, especially for
.iéher education. Here are 80 higher education institutions which attract more
han 90,000 students from over 100 countries. The government of Malaysia has
an expectation that improving education environment to secure its position of a
global education centre. As we know, negative WOM will damage reputation
| which should be considered in Malaysia. And failed services provided by
%& _ servicer will cause dissatisfied customers and rise negative emotions. What's
more, consumer behaviour, such as negative WOM, have been connected with
the negative emotions empirically (Smith and Bolton, 2002). Due to there are no

related research in Malaysia, there is a need to study the influence of negattve'

emot!ons on negative WOM. In this study, anger, regret and disappointment are

adopted to examine the relationship with negative WOM. The main reason to

INT} International University (2012)
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h-b _ e these three negative emotions is that, after a failed service,consumers
;ffefjﬂéntly experienced these three negative emotions among all the emotions

: '[__-'(B(.)ugie et al., 2003; Bonifield& Cole, 2007; Voorhees et al. 2009)

In this chapter, there are two main components. The first part is about overview

-'__cjf'higher education in Malaysia, nature of education, customer dissatisfaction,

hﬁbtions and WOM. The second part is the development of hypotheses in this

';'C)_yerview of Higher Education in Malaysia

'ccof'ding to ETAWALU (2012), in Malaysia, there are about 80 higher education

j'|_ﬁ§fitutions which include 20 Public Universities and 60 Private Higher Education

Higher Education Institutions

@& Public Universities

& Private Higher
Education Institutions

Figure 1. The constitute of higher education institutions in Malaysia

Source: ETAWAU, 2012

The MOHE is short for Malaysia's Ministry of Higher Education which was
created on March of 2004 and it is the authority of Malaysian govemmeht to take
charge of tertiary education, such as public community colleges, public and
private institutions and polytechnics. The mission of the MOHE is to develop

academic and institutional excellence by creating a higher education

INTI International University {2012}
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_VIrQﬁment in Malaysia. And this mission cooperates with the vision of

Méf’éysian government which is to build Malaysia a centre position of excellent

aducation and make Malaysian education more international.

Based on the information from MOHE, over 37 community colleges, 22

:'polytechnlcs 4 foreign university branch campuses, 33 private universities and

LAy e J""v’ .

'eXIStmg in Malaysia |r(2010 /And over 90,000 international students who are

:uhlversﬁy colieges, 20 public un’veriltles ahd more than 500 private colleges are

i 'm over 100 countries choose to study in Malaysia. What's more, Malaysia is
ked as the 11th world’s largest exporter of education services(Mohamed,
012) This is because Malaysia has the proposition of value-for-money. The
'méj.ority of its higher education institutions. are using English to teach, and its

:costs of learnlng is lower than Slngapore Meanwhile, it also provides twin

___egrees or credit transfer programmes to ‘allow students entry into other
':"r_n_versmes in a cheaper costs. Between 2003 to 2010, the number :of foreign
udents has increased at 42% of Compound Annual Growth Rate (CAGR).
'_Aﬁé'ut 72% market share in private institutions is for foreign students who are
:méjority from People Republic of China in 2010. In order to increase the number
"c‘if."'foreign students in Maléysia, the Government ha§ launched some regulations
on foreign students, such as expediting the foreign students’ application. And

- MOHE has an aspiration to increase the foreign student enrolment to 200, 000
~ by 2020,

Nowadays, in the Asian region, Malaysia becomes an'excetlent educational
centre. The reason is the exponential growth of its tertiary education sector in
the past decade. And this result is caused by the government’s guide. Because
education can be a weapon to create national core competition by increasing

national's education level.And the government of Malaysia recognizes that

INTI International University {2012)
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uca ion is a crucial asset for the country. In the period of the Industrial Master
Plan ;lé'(IMPS) which is from 2006 to 2020, education has been identified for
*fﬁ_'r."tﬁer growth and development as one of the services sub-sectors. There are
--3m': ny police measures in Malaysia, such as improving the standards and quality

'of":'eld'ucation, the business environment, the export of education, enhancing

fraining capacity, total faptor productivity, investments in education services.

What's more, the government of Malaysia has specific actions to support
'd'u..ét_ion. As we know, improving an industry in a country needs government’s
. in funding aspect. The operating expenditure which spending on
ed c‘ati_oﬁ increased at a Compound Average Growth Rate (CAGR) of 5.6%
etwee.n 2007 to 2011 (Figure 2). Meanwhile, in the 2011 Budget, the Federal

sovernment’s development and operating expenditures for education accounts

1.1% and 24.5% respectively (Figure 3). All these show that the

'v__ rnment really has actions to support the development of education. What's

207 2008 2005 2010 2011

Figure 2. Government's Operating Expenditure On Education, 2007-2011

Source: Ministry Of Finance’s Economic Report, 2011

INTI International University (2012)




Security
General adminstiration 9%,

2%

Educationandlearning
2%

Feconomic Services
58%

Health
4%

" Housing
2%

© Others -
4%,

Figure 3. Budget on Development Expenditure, 2011

Source: Ministry Of Finance’s Economic Report, 2011

3ased on the high attention on education development, Malaysian gpvernment
d the vision which is to secure its position of a global education centre by
it g a higher education environment to develop academic and institutional
excellence. Following the guide f_ro,m'r government, Malaysia is becoming a
pOpufér higher education destination for foreign students. Meanwhile, increasing
number of reputable higher education institutions from around the world
wofking jointly with Malaysian colleges and universities. And even established
héir campuses in Malaysia. In the past 10 years, branches of schools which
come from Australia and the United Kingdom were established in
__._Malaysia.Meanwhile, here are 25 applications from 25 foreign universities which
“want to set up their campus in Malaysia in 2012. These information reflect that
Malaysian educational domain is growing rapidly. There is increasing opinion
that Malaysia will obtain 200,000 international students in 2020 and become a

leader in providing world-class education.

INTY International University {2012)
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7 rdi.n.g to Ministry of Higher Education (MOHE), in recent years, the growth in
ment of students has a trend that the students’ enrolment in private
ttu.tlons has exceeded public institutions. From 2002 to 2010, the Compound
_'__rage Growth Rate (CAGR) of private institutions is 7%, while, the public
stitutlons Compound Average Growth Rate (CAGR) is 5.6%. Indeed, the

arket share of the private institutions, which is 48%, is larger than the public

stitutions’ (41% share) and others institutions’ (11% share) in 2010. There are
';'5'feasons result in the farger students’ enrolment in the private institutions
'E't_he public institutions. Here are three main factors. First of all, in many

> institutions, there are oniy 10% of the Ppaces for non-Bumiputera students

e ittt oo

nter into the public mstltutions under the matriculation systerm. The second

Or-'___ls about language the majority of public institutions for undergraduate

rses are teaching in Bahasa MalaySIa In contrast, almost all private

e A e s
R

o' many graduates who are from publzc institutions teaching in Malaysian

2.2 Nature of Education — A Type of Service

.
i

Altbach (1998) pointed to the similarities between education and services in their

delivery and evaluation processes. Rowley (2003) also mentioned thatnowadays

INTI international University (2012)
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he - education is increasingly being treated as a type of service. In
;’add:iﬁon,according to Hennig et al. (2001, p.332), he represented that
-educational services “fall into the field of services marketing”. In other word, the
fudent can be treated as the customers who receive the services provided
.';/education institutions. However, when education institutions provide failed

“services to customers, dissatisfaction will be raised.
-2.3 Consumer Dissatisfaction

here are many reasons which can fail service encounters between consumers
suppliers, such as service providers offer slow éervice, errors service and
_né.\'i.::éiiable service. And as we known, service failure can cause:customers’
l"clé';satisfaction. In order to understand the dissatisfaction of consumers,
étisfaétion is an item that should be mentioned. Consumer expectations’
n:'firmation or disconfirmation, to a large degree, determines satisfaction.
:ccordlng to Omar (2010), Accepted widely by many researchers, the
isconfarmaﬂon model has been used to define satlsfactlon And the condition
here the product d|sconf|rms expectation is mainly focused by this model.
Fiecifica!iy, customer will feel sa’tiéfaction when the product disconfirms
Xbectation by exceeding ilt; on the contrary, when the product does not achieve
f_:.:thze expectation, customer will experience dissatisfaction. Anderson (1998)
‘agreed with this point of view that customer’s satisfaction will be damaged when
'they feel that the service did not comply with promises or customer’s
expectations are failed to be met. In addition, according to Michel (2006), he had
a smnl?rdﬁfmmon about d|ssat|sfact|on among the service industry that service
failure tgum—:s the disconfirmation of service expectation. Meanwhile, Smith and
Bolton (2002) showed a significant negative relationship between negative

consumption emotions and satisfaction.
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Customer Behaviour Responses

(@4 tomer behaviour responses are quite significant for service providers which

iﬁ_f_luence their profit and reputation. According to Smith and Bolton (2002),

eyﬁi'.c:éptured the construct by using a one-item measure purchase intentions.

Whéreas, Bonifield and Cole (2007) mainly mentioned about recommendation

entlons and purchase intentions. With reasonable levels of reliability and
Ild;ty an 18-item behavioural intentions scale is developed in a more recent
dy which focused on repeat purchasing. Parasuraman et al. (1994) proposed

consumer behavioural intentions construct in a broader conceptualization.

[s scale is made up of 13 items which designed to ‘capture four aspects:

'_'stomérs’ loyalty to the company, customers’ intentions to switch,‘customers’

i'nt'éntions to pay more and customers’ external response to problems which is

‘called word of mouth.

4.1 Word of Mouth(WOM)

has entered people's vision for a long time about word of mouth (WOM)

(_::Of'ffhmunication. Many researchers' have proposed many different kinds of

d‘efi'nitions and frameworks for it. As a type of verb, it has many different words to’

described, such as

mmunication information,diffusion,evaluations,transmission, messages,disse

-

mination ofcomments, thoughts between two or mefepegple about related
i

_éxperienceS(Gupta and Harris, 2010;Dichter, 1966). "

According to Xu (2007), he stated that people may have direct impact on an
organization when they involving in the word of mouth communications form.
And he also proposed four types of word of mouth publicity which are consumer

to consumer which means close circle communication, business to consumer
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oﬁéver, WOM can be -defined as a type of communication in informal and
rs :'.na! form (Arndt, 1967). Moreover, Anderson (1998) pointed out that there
e positive or negative meaning for WOM. While, East, Hammond, and Wright
§ '7)- stated that there are less negative WOM than positive WOM.
heless, Bailey (2004) emphasized that negative information from WOM

g_n_lf_icantly impact consumer’s attitude.

In écent years, WOM has been received great attention and this is because it
"'impact to effect consumers’ purchase decision and it is a kind of trusted

information source (Soares et al., 2012).

ording to Smith and Bolton (2002}, tﬁey mentioned that consumer behaviour
e been empirically connected with the negative emotions. What's more, a
rge amount of researches have stated that word of mouth is significantly
Impacted by emotions (Allen et al., 1992; Barsky and Nash, 2002; Davidow,
2003; Folkes et al., 1987; Liljander and Strandvik, 1997; Wong, 2004). That is to
say, when people have negative emotions, the result of word of mouth will be
different from that of positive emotions. Therefore, when researcher want to

- analyse about word of mouth, it is necessary to analyse about emotions of

consumers.
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k(1980, 1994) pointed out that it is a considerable debate about how
ould be studied and defined among management and marketing
hers'.. Currently, there is no generic definition for emotions. Then

hé_:are suggested to be dealt with in terms of descriptive characteristics,

f essential nature in the management and marketing context.

rdfri’g to the opinion of Clore et al. (1987) about such descriptive formula, he
ioned that what emotions represented is a valence affective reaction to the

h'S'l'perceptions. For this study, this characterization is suitable to adopt.

_e_d on this descriptive approach, Oliver (1997) had a suggestion that in
o_n_sﬁmption experiences, the view of emotional responses is considered as the
e“s_ﬂ'&s of specific events.And a similar approach of | description about

l-directed emotions had been adopted by Bagozzi et al. ('1 995).

Vhat's more, there are many suggestions for dimensions and classification
ethods of emotions. While, there still have no clear number and nature of
-"di__r’nensions of emotions’ construct. However,many studies have used four
__dimensions which are intensity, potency, valence and activation. And activation
._and valence are the two most frequently used dimensions in many studies. The
main point of valence dimension is that an evaluation for customer to perceive
- an even in a positive way (pleasant) or in a negative way (unpleasant),
nevertheless the sense of customer’'s energy which ranges from sleepy to

excited is mainly related by the activation dimension (Russell and Feldman

Barrett, 1999).
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0 B'r'ainerd e’; al. (2008), they mentioned that theemotions of

. er._céh' 156 split into two parts which are negative emotions and positive
é;t.tt?.ns*_g'i” fields of the valence dimension. At the same time, negative
are posited by Nolen-Hoeksema (1987) in the field of an underlying

‘structure. Based on this view, when a consumer has formed an

tlo.n he or she will confirm the established attrlbutnon structure in the mind

er by tending to feel future events in such A way (Taylor, ‘lSj ;ﬁ eltner

3) Moreover, negative emotions which i ajcomplex type

ported  as " frequently  experienced emotlons Dlener et al,

otions,

renbaum et al., 1995). Due to the objective of this is study is to analyse

é of students’ negative emotions on negative-word of mouth in an
'éi'én'”university, the negative affect will be focused on. As a“\t\}fpe of
"Hé_l term, after negative emotions, negative affect is the followin étEge of
; nd attitudes. And many kinds of emotions are confirmed to related to

ative affect (Berenbaum et al., 1995).

nd Ellsworth (1985) emphasized that when such negative emotions are

ating, it is necessary to have a consideration of “agency” which is the

itional dimension, becéuse of the inadequate of the valence dimension which

bout negative emotions and positive emotions.' The main meaning of this

dfi_ onal dimension is to evaluate what or whom resulted in the negative crucial

i’st which finally created the negative emotions. According to Bagozzi et al.

999), they also agreed with this point of view that the event itself of service
lure does not create the negative emotions which is, in fact, the customers’
valuation about the causes of the failure. At the same time, in the cognitive
'_theory of Weiner (1985), he mentioned that there is a differentiation among
i situational-responsibility, other-responsibility and self-responsibility when

Customers value negative experiences in the field of the agency dimension. And
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sal agency’s tripartite concept is self-attributed including regret and shame:
her-aftributed including disgust, contempt, anger and disappointment;
.:_sstﬁational—attributed (sadness, anxiety and fear, is proposed by Oliver (1997) to

port this view.

his study, anger, regret and disappointment are chose to be analysed the
pact to negative word of mouth. And the main reason to choose these three
egative emotions in this study is that many studies stated that after a failed
"'rv_ice,consumers frequently experience anger, regret and disappointment

g all the emotions (Bougie et al., 2003; Bonifield& Cole, 2007; Voorhees et
09)

‘Based on the view of Mills (2005), he stressed that anger is a form of response
pain in a natural and mostly automatic way. M:eanvg;hile, Berkowitz and
armon-Jones (2004) also stated in their survey that angér has related to an
ge to hurt. Equally, Rotemberg(2008) pointed out that in utility terms, the way
. hink about anger is to see wheh énger of angef people’s target is harmed,
eir utility will be increased. In a service failure situation, anger will exist when
customers value that there is an unfair event to them in a high service provider
control over the service failure situation (Ruth et al., 2002). Furthermore, many
.studies have emphasis on anger due to the motivated factor that it has major
influence on consumer switching. Bougie et al. (2003) stressed that in failed
service situation, anger is a great predictor for the behévioural responses of
customers, such as complaining and switching.In addition, they generated
evidence on consumer emotional processes by using interview data: “The
reason why anger customers want to go back to the organization is to hurt

service provider's business” (Bougie et al., 2003, p. 382). And this goal is called

0
§
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>nal” by psychologists and it is often related to anger in psychological

man et al. (1994) emphasized that regret is a kind of people’s sinking
hat people think they made a mistake and lost an opportunity, and they
ling to kick themselves and make the mistake correct, meanwhile, they

o some different things to wait for having a second chance to improve

rmance. Moreover, regret has more emphasizing on self-agency and it

articularly linked with decision making. In an interdependent negotiation

"'e'op'i'e might try to become more generous to the opponent to overcome

2eling when they experience this feeling. As a type of proactive decision,

em to decrease the possibility of facing rejection and to feel better to

re regret in the game.The reason why prosaically behaviour is

_ée_d by regret is thg/linkage between regret and responsibility. What's more,
vl : . E
g to Kleef et al ’3?2006) recent empirical research, it showed that as an

ement emotiokj regretpfoduces a beneficial influence on the

3 Disappointment

qrding to Loomes and Sugden (2003}, they stated that when people feel that

outcome does not achieve prior expectations, disappointment, which is a

psychological reaction, will be arisen. Relative researches for the behavioural

consequences of disappointiment are quite limited, although it is the most

levant emotions in interpersonal situation. According to Zeelenberg et al.

_(2004), they mentioned that in order to prevent disappointment in the future,
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