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ABSTRACT 

Understanding customer complaining behaviour is imperative in the current economic 
condition as it could serve as a signal to the deteriorating performance of any 
organisation. It is much more crucial for service organisation because customers tend 
to move from one organisation to another when dissatisfaction persists. What may 
worsen the situation is that customers do not only just complain, but they retaliate. For 
retaliation to surface, it requires a specific trigger, the emotion. Therefore, the aim of 
this study is to investigate the concept of customer retaliation in relation to 
dissatisfying service experience with the interplay of emotion. The study investigates 
the relationship between the three variables, and the mediation effect of negative 
emotional experience on the relationship between dissatisfied service experience and 
subscribers voice retaliation behaviour. Despite extensive research conducted on the 
topic, understanding on its overall concept is still scarce, over simplified, and does not 
reflect the full spectrum of the subject. Many of the studies conducted have been 
focusing only on certain aspects of behavioural responses, i.e. switch and negative 
word-of-mouth, and overlooks other possible aggressive response such as retaliation. 
Important pertinent concepts such as emotions are ignored, thus creating a knowledge 
vacuum as it fails to highlight the severity of such behaviour. These voids leave 
researchers and practitioners, with limited information in understanding the full 
spectrum of complaining responses. Therefore, it is imperative that voice retaliation 
be further investigated. Such an understanding is likely to enhance the existing body 
of knowledge on how dissatisfaction can be dealt with effectively, and a model of 
coping with dissatisfaction and retaliation can be conceptualized and tested. The 
population of the current study comprises of mobile telecommunication service 
subscribers who have experienced service dissatisfaction and must to some extent 
performed some form of complaining behaviours. This quantitative method of study 
used questionnaires as the instrument to collect data. On a four-point Likert-rating 
scale, sixty-six items from three variables formed the basis of the instrument. The 
instrument was distributed to 150 subscribers using a mall intercept method. A total of 
108 (72%) responses were used in the final analysis. A hybrid method of data analysis 
was employed in this study. First, the Rasch Measurement analysis was used to test 
for internal validity and reliability of the items, and produces an interval measurement 
unit known as logits. Then, the Rasch logits measures were imputed into the 
SmartPLS3 software where analysis on hypotheses were conducted using the 
Structural Equation Model approach. Empirical evidence revealed that; (i) Rasch 
Analysis is a robust procedure, and hence validates the psychometric properties of the 
instrument, (ii) dissatisfying service experience positively influence voice retaliation 
behaviours, (iii) dissatisfactory service experience positively influence negative 
emotional experience, (iv) negative emotional experience positively influence voice 
retaliation behaviour, and (iv) negative emotional experience mediates the relationship 
between dissatisfied service experience and voice retaliation behaviour. Therefore, it 
is concluded that customer's emotion is a crucial element that service provider must 
pay attention to, when dealing with service dissatisfaction and customer response 
behaviour. The outcome of this study has provided support that emotion does play an 
important significant role in the customer - service provider relationship, and if not 
attended properly, may have the tendency to create a lot of damage to the 
organisation. 

iv 



TABLE OF CONTENT 

Page 

CONFIRMATION BY PANEL OF EXAMINERS ii 

AUTHOR'S DECLARATION iii 

ABSTRACT iv 

ACKNOWLEDGEMENT v 

TABLE OF CONTENT vi 

LIST OF TABLES x 

LIST OF FIGURES xii 

LIST OF ABBREVIATIONS xiv 

CHAPTER ONE: INTRODUCTION 1 

1.1 Introduction 1 

1.2 Background of the Study 1 

1.3 Telecommunication Industry in Malaysia - An Overview 5 

1.4 Problem Statement 7 

1.5 Research Obj ectives 13 

1.6 Research Questions 14 

1.7 Scope of Study 14 

1.8 Significance of Study 15 

1.9 Limitation of Study 16 

1.10 Definition of Terms 17 

1.11 Organisation of the Thesis 18 

CHAPTER TWO: LITERATURE REVIEW 20 

2.1 Introduction 20 

2.2 Customer Voice Retaliation Behaviour 20 

2.2.1 Customer Complaining Behaviour Definition 20 

2.2.2 Complaining Behaviour Model / Framework 21 

2.2.3 Types of Complaining Behaviour 25 

2.2.4 Customer Retaliation 26 

vi 


	AUTHOR'S DECLARATION
	ABSTRACT
	TABLE OF CONTENT
	CHAPTER ONE: INTRODUCTION
	1.1 Introduction
	1.2 Background of the Study
	1.3 Telecommunication Industry in Malaysia - An Overview
	1.4 Problem Statement
	1.5 Research Objectives
	1.6 Research Questions
	1.7 Scope of Study
	1.8 Significance of Study
	1.9 Limitation of Study
	1.10 Definition of Terms
	1.11 Organisation of the Thesis

	CHAPTER TWO: LITERATURE REVIEW
	2.1 Introduction
	2.2 Customer Voice Retaliation Behaviour
	2.2.1 Customer Complaining Behaviour Definition
	2.2.2 Complaining Behaviour Model / Framework
	2.2.3 Types of Complaining Behaviour
	2.2.4 Customer Retaliation

	2.3 Dissatisfied Service Experience
	2.3.1 Understanding Service
	2.3.2 Service Experience Definition
	2.3.3 Service Experience Stimulus
	2.3.4 Dissatisfaction of Service Experience

	2.4 Negative Emotional Experience
	2.4.1 Classifying and Understanding the Characteristics of Emotion
	2.4.2 Role of Emotion

	2.5 Some Relevant Theories
	2.5.1 Equity Theory (ET)
	2.5.2 Expectancy - Disconfirmation Theo
	2.5.3 Attribution Theory (AT)
	2.5.4 Appraisal Theory of Emotion (ATE)

	2.6 Research Gaps
	2.7 The Research Framework
	2.8 Research Hypotheses
	2.8.1 The Relationship between Dissatisfied Service Experience and Voice Retaliation Behaviour
	2.8.2 Drivers of Negative Emotional Experience
	2.8.3 Strength of Negative Emotion on Voice Retaliation Behaviour
	2.8.4 The Mediating effect of Emotion on the Relationship between Dissatisfied Service Experience and Voice Retaliation Behaviour

	2.9 Chapter Summary

	CHAPTER THREE: RESEARCH METHODOLOGY
	3.1 Chapter Overview
	3.2 Research Design
	3.2.1 Research Paradigm
	3.2.2 Strategies of Inquiry
	3.2.3 Research Methodology

	3.3 Sampling Design
	3.3.1 Population and Sample
	3.3.2 Sample Size Determination
	3.3.3 Sampling Technique

	3.4 Research Instrument
	3.4.1 Item Generation
	3.4.2 Operationalisation of Construct
	3.4.2.1 Scales for Measuring Dissatisfied Service Experience
	3.4.2.2 Scales for Measuring Negative Emotional Experience
	3.4.2.3 Measuring Voice Retaliation Behaviour
	3.4.3 Instrument Translation Procedures


	3.5 Data Analysis Technique
	3.5.1 The Rasch Measurement Model
	3.5.1.1 Rasch Reliability Test
	3.5.1.2 Test of Unidimensionality
	3.5.1.3 Goodness of Fit Test
	3.5.1.4 Category Functioning Diagnostics
	3.5.1.5 Wright Map

	3.5.2 Partial Lease Square - Structural Equation Modelling (PLS - SEM)
	3.5.2.1 Measurement Model Assessments
	3.5.2.2 Structural Model Analysis
	3.5.2.3 Justification for Choosing PLS-SEM Approach

	3.5.3 Test of Mediation

	3.6 Data Collection Procedures
	3.6.1 Pre-Test Study
	3.6.1.1 Pre-Testing: Phase 1
	3.6.1.2 Pre-Testing: Phase 2
	3.6.1.3 Pre-Testing: Phase 3

	3.6.2 The Pilot Study
	3.6.2.1 Rasch Reliability Test
	3.6.2.2 Test of Unidimensionality
	3.6.2.3 Goodness of Fit Test
	3.6.2.4 Category Functioning Diagnostics
	3.6.2.5 Wright Map for the Pilot Study


	3.7 Chapter Summary

	CHAPTER FOUR: DATA ANALYSIS, FINDINGS AND DISCUSSIONS
	4.1 Overview
	4.2 Response Rate
	4.3 Non-response Bias
	4.4 Normality Test
	4.5 Common Method Bias
	4.6 Descriptive Statistics of Respondents
	4.7 Rasch Measurement Model Analysis for Constructs Verification
	4.7.1 Reliability Test
	4.7.2 Unidimensionality Test
	4.7.3 Goodness of Fit Test
	4.7.4 Category Functioning Diagnostics
	4.7.5 Wright Map

	4.8 PLS-SEM Structural Model Analysis
	4.8.1 Reflective Measurement Model Assessments
	4.8.2 Formative Measurement Model Assessments

	4.9 PLS- SEM Structural Model Analysis
	4.9.1 Collinearity Assessments
	4.9.2 Significance and Relevance of Structural Model
	4.9.3 Coefficient of Determination (R2)
	4.9.4 Effect Size (f)
	4.9.5 Predictive Relevance (Q )

	4.10 Testing of Hypotheses
	4.10.1 The Direct Relationship of the Path Analysis
	4.10.2 Mediation Analysis

	4.11 Chapter Summary

	CHAPTER FIVE: COTRIBUTION AND CONCLUSION
	5.1 Overview
	5.2 Contribution of the Study
	5.2.1 Theoretical and Empirical Contribution
	5.2.2 Methodological Contribution
	5.2.3 Managerial and Practical Contribution

	5.3 Limitation and Suggestion for Future Research
	5.4 Concluding Remarks

	REFERENCES
	APPENDICES
	AUTHOR'S PROFILE



