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ojth, 2AAAATEL 7|9 A YA &l &5
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ohekek wAISE ohdel T2 7l 289 THAE
At AeZ 7|9 (Eder and Eisenberger

2008: Moorman, Blakely, and Niehoff 1998)
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(Bansal and Voyer 2000),
(Ryu and Han 2009)7}
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(Cronbach’s a=.723, Construct reliability=.745, AVEY = 628)
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- o] WgE 1AEGAY Z2A 2 g3 to|=eilo] § et 692 828 100 8.28

- o] j3E nAEH vla) Aojdel AUsle dFl et Aol 635 746101 7.39
Z AN ok 3.254 12.06

- o] W3E nAEGA T G| vt AL 2)H o] Ptk 562 803 101 7.95

- o g2 BYuA &7 BE HARY a2 o] & AAH Tk 695 725101 7.18

- o] 3E nAEH et Aojd 5o i lo|=eole] it 637 699 102 6.85

FU72=

(Cronbach’s a=.753, Construct reliability=.762, AVE=.659)

- o] B & Fujd} Adat Aol 735 1.000 - -

- o] B g J& FujdF 7L Aol .698 9479 918 856 102 8.39

- o] ujAel Q& Auldz} =58 Aleltt 657 ' : 158 102 743

- o] ujAe] Sl AP YA EWY$-E 631 886 .099 8.9

Ho|a A%

(Cronbach’s a=.702, Construct reliability=.714, AVE=.601)
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- 4 % 9715 A 271 B¥ske Ao AddY 627 779 812 100 8.12
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- 5347 g s gl ojoly|eA] Y 582 109 102 6.95

AdA A5

(Cronbach’s a=.792, Construct reliability=.802, AVE=.676)
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ANZA A5
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- U o F AAuAE o] 48 Aol 597 868 100  8.68

234 23

(Cronbach’s a=.752, Construct reliability=.776, AVE=.668)

- U2 AFZEAA o] wjgel] Faf A G Aolck 693 1.000 - -

- T2 AREEC of widT} At RetxE & Aot 647 1934  7.16 913 097 941

- T2 ARSI o] WS 338 AotR) 579 879 099  8.88

(%) ¥ : Average Variance Extracted ”: reverse scale2A 9880 & recode 313E.
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|s Silence Golden?
Customer Silence is Another Strong, Influential Message of Customer

Sang Hee Kim*

Abstract

The purpose of this study are to investigate customers silence in case of service failure, the
resultant behavioral responses, and the factors influencing silence. The previous research on
service failure has discussed customers’ complaints, efforts to recover, equity perception, and
customer behaviors and aimed to understand company efforts to recover complaining customers
and equity perceived by customers in these efforts and predict future customer behaviors.
However, the situation in which most of the customers experiencing service failure become
silent, instead of making a complaint, means that a company cannot have even a chance of such
recovery. Silence is not simply absence of voice but has lots of meanings. Understanding these
meanings may lead to an answer to the question of why customers keep silent and to the
understanding of how the silence affects their behaviors. The fact that it is possible to recover
from service failure through complaints, thereby making customers more loyal implies that it is
very important to encourage customers not to become silent but to make a complaint. Nevertheless,
most studies have focused on complaints, not on silence, in both practical and theoretical
respects. Focusing on customers” silence, this study aimed to divide silence into several types
according to its motives and analyze the effects of the silence on their behaviors. It also intended
to examine the factors affecting customers’” silence and identify the ones promoting silence.

The purposes of this study are as follows: First, it aimed to classify silence types on the basis
of the theoretical consideration of customers” silence. Silence was divided into positive and
negative types: the former included prosocial silence and the latter included defensive and

acquiescent silence. The motives and backgrounds of the silence and the characteristics of
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several types of silence were reviewed. This study can suggest that customers’ silence could be
caused by a diversity of motives and that the silence might be divided into various types
according to these motives. Second, it aimed to discuss the factors that could reduce negative
types of silence and increase positive ones. These factors were presented at the levels of
companies and employees: companies’ quality of complaint handling design at the former level
and customer-employee tie strength at the latter level. An attempt was made to determine if
these two factors could reduce the negative types of silence—defensive and acquiescent silence
—and increase prosocial silence. This study can make strategic suggestions concerning the
measures companies might need to take to reduce negative types of silence. Third, it aimed to
review the relationships between customers’ silence and their behavioral responses. The
switching intention and the word-of-mouth intention were suggested as customers” behavioral
responses and an attempt was made to determine how each type of silence affected customers’
behavioral responses. Another attempt was made to review the relative influence of the negative
types of silence-defensive and acquiescent silence-on customer behavior. This study can determine
what type of silence might more strongly encourage customers to do negative behaviors and
serve as a greater determinant.

This study obtained the following results: First, companies’ quality of complaint handling
design significantly affected customers” defensive and acquiescent silence. Quality of complaint
handling design allowed customers to be less afraid of occurrence of negative situations, such
as face loss and others” sharp look, which could accompany complaints, and to make unengaged
thinking that expressing their opinions would be meaningless and that there would be little
possibility of improvement. Therefore, high quality of complaint handling design encouraged
customers to reveal the problems they experienced, thereby reducing the possibility of becoming
silent. Second, customer-salesperson tie strength significantly affected prosocial silence. This
is because the stronger customer-salesperson tie strength, the higher level of emotional intimacy
between the customer and the salesperson and the greater possibility of the customer’s considering
and understanding the salesperson despite a bad situation. Accordingly, the customer may choose
to become silent from an altruistic perspective. Third, customers” defensive silence significantly
affected their negative word-of-mouth intention but had no significant effect on their switching
intention. In contrast, customers” acquiescent silence significantly affected both their switching
intention and negative word-of-mouth intention. Defensive silence is self-protective one, which
may be chosen due to face loss, embarrassment, and blame but involve a desire to resolve their

negative experience by telling it to someone. This is because they can be given comfort through
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conversation with members of a social network and have their wound cured. Fourth, as for the
relative influence of defensive and acquiescent silence on customers’ switching intention and
negative word-of-mouth intention, the latter more strongly affected customers” switching intention
and negative word-of-mouth intention than the former. This result implies that although both
defensive silence and acquiescent silence are negative types of silence, the latter may more
negatively affect customer behavior than the former. Fifth, prosocial silence had no significant
effect on the switching intention but significantly affected the negative word-of-mouth intention.
That is, prosocial silence reduced the negative word-of-mouth intention and caused them not to
speak ill of the company or the employee to other customers. This is because prosocial silence is
based on understanding and consideration in a tie and may cause them to think that negative
word-of-mouth regarding the employee or the company is inappropriate for the established
relationship. However, the finding that prosocial silence had no effect on the switching intention
implies that although prosocial silence is positive one induced by positive motives, it cannot
reduce all of the negative customer behaviors.

These results suggest the need to take interest in the non-verbal expression, silence, as well
as in verbal complaints in both theoretical and practical respects. In other words, it is important
to review the reasons why customers choose to become silent despite failure and to take interest
in the effects of the silence on customer behaviors as well as in how to cope with customers’
complaints in case of service failure and recover from them. In this study, emphasis is placed
on the fact that silence is not simply absence of voice but another strong message of customers,

which has lots of meanings.

Key words: customer silence, prosocial silence, defensive silence, acquiescent silence, companies’
quality of complaint handling design, customer-employee tie strength, switching

intention, negative word-of-mouth intention
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